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Organizational Profile
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Fig. P.1 Fort A.P. Hill Organization Chart
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Organizational Profile

Organizational Profile
P.1 Organizational Description

P.1a(1) Organizational Environment

Fort A.P. Hill isan all -purpose, year-round, military
training center located in Caroline County, Va, 20
miles southeast of Fredericksburg and 45 miles north of
Richmond. With 76,000 acres of land, including a
28,000-acre, live-fire range complex, A.P. Hill is one of
the largest East Coast installations and the training cen-
ter nearest the National Capitol Region (NCR).

Our primary products and services include direct
delivery of maneuver and live fire training support, lo-
gistics support (shelter, fuel, food, anmunition), recrea-
tional support, telecommunications and automation ser-
vices, public works services and force protection.

With training unencumbered by environmental or
encroachment constraints, Fort A.P. Hill is used exten-
sively for Army and joint warfighting exercises, as well
asinteragency operations.

Fort A.P. Hill isthe home installation for 65 full-
time Soldiers, assigned to the garrison, tenant organiza-
tions and nearby units, as well as another 381 National
Guard and Reserve Soldiers. Civilians working on post
number 368. In addition, we host an average daily train-
ing population of 1,628 military personnel.

With beginning year operating budgets averaging
near $25 million to support arobust training load, Fort
A.P. Hill embodies the term “more bang for the buck.”

Several tenant organizations are supported viathe
provisions contained in documents such as site licenses
and memorandums of understanding/agreement outlin-
ing relationships and responsibilities. While we con-
sider tenant units our customers, many also work with
external training customers. They are partners, aswell.

We provided rapid logistics assistance to Pentagon
recovery efforts following the Sept. 11, 2001 terrorist
attacks. This spotlighted our unique | ogistics support
capabilities. With our proximity to the NCR, we've
identified expanded regional logistics support as apo-
tential growth area and factored it into our strategic
planning (Fig. 2.2).

The Department of Defense (DoD), under provision
of Public Law, provides support every four yearsto the
National Scout Jamboree (NSJ), the premier event of
the Boy Scouts of America (BSA). The BSA has con-
ducted six consecutive jamborees at Fort A.P. Hill and,
based on the quality of facilities, service and support,
designated the post as permanent home of the jamboree.

The installation becomes home to 35,000 Boy

Scouts and some 7,500 adult Scout leaders. Another
250,000 to 300,000 people visit over anine-day period.

During the event, more than 1,000 military support
personnel train at Fort A.P. Hill for an extended period,
honing skillsin operations other than war. The jamb o-
reeisa*“tent city” and military units handle crowd con-
trol, security, emergency response, communications,
and other specialtiesinvolved in managing this environ-
ment. The jamboree showcases the Army to awide-
ranging audience of young people and families.

A unique facet of the command/control responsibil i-
ties during the NSJis that the Fort A.P. Hill workforce
becomes part of a broader task force under operational
control of Northern Command. Traditionally the Dep-
uty Commanding General of First U.S. Army becomes
the task force commanding general.

P.1a(2) Organizational Context/Culture

We believe the adage, “Y ou fight like you train,” and
strive to deliver awell -maintained and skillfully oper-
ated practice environment where our customers can en-
gageinrealistic training. We do this by providing a
wealth of range and training facilities, support and ser-
vice to customers from throughout the Department of
Defense, active and Reserve Components, and inter-
agency partnersin the Global War on Terrorism.

We focus on meeting training customer needs, rec-
ognizing that a unit deployment has firm objectives.
Thetraining unit commander, upon leaving, expectsthe
team to be a more proficient combat or combat service-
support unit. Our training support staff brings experi-
ence, know-how and passion to their task of supporting
Soldiers, an orientation that has been the hallmark of
theinstallation’s 63-year history.

In asense, our overarching goal that operationalizes
our vision statement and allows formulation of clear

Mission, Vision, Values
Mission: Fort A.P. Hill provides realistic joint and combined arms

training, logistics and support, enabling America' s Defense Forces
to win on 21t Century battlefields.

Vision: The Best Training and Support — Anywhere!
Values
Commitment to Customers — Steadfast; focused on satisfaction
Innovation — New ideas and prudent risk taking
Stewardship — Responsibility for decisions and actions
Teamwork — Respect, cooperation, and collective effort
Professionalism — Trained, dedicated, ethical and dependable
Effective Communication — Open, honest, and candid
Safe and Healthy Work Environment — Promote well-being of
work force and customers

Fig.P. 2 Mission, Vision, Values
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Organizational Profile

strategic objectives, isrecognition as DoD’s premier
power readiness platform.

Tenant organizations with a permanent presence
include the Army’s Night Vision and Electronic Sen-
sors Directorate, which tests night vision devices and
systems and conducts research and development activi-
ties. This organization operates one of the most active
landmine research centersin the Department of De-
fense. Many first tests of commercial, off-the-shelf
equipment adapted for humanitarian de-mining opera-
tions are conducted here. Other major tenants include
the 28" Infantry Division’s Engineer Brigade Head-
quarters. The Bureau of Alcohol, Tobacco, Firearms
and Explosives (ATF) is alarge resident organization,
with a dedicated special range and classroom where
agents can practice investigating bomb detonations and
similar events.

P.1a(3) Employee Profile
See Fig. P.3 below.

P.1a(4) Major Technologies/Equipment/Facilities
Fort A.P. Hill’ s size and configuration allows space for
simultaneous deployment and training of two infantry
brigades as well as|arge-scale combat service support
exercises. Our asset inventory (Fig. 2.5) summarizes
our major attributes.

The modern, 28,000-acre range complex is consid-
ered the jewel of theinstallation. The post can currently
handle every conventional weapon system in the Army
inventory except the Hellfire missile (Ref. Cat. 3.2a(1).

While small arms familiarization/qualification firing
is common, we place special emphasis on ranges that
enable units to engage in combined arms live fire and

demolition exercises within awhole-unit environment.

The range complex is well-devel oped, consisting of
40 direct fire ranges and 50 indirect fire ranges capable
of handling mortar and artillery. Computerized opera-
tion/scoring is available on several ranges, including an
Infantry Squad Battle Course and along-distance, mul-
tipurpose range built to meet needs ranging from ar-
mored combat vehiclesto aviation gunnery. Thisrange,
featuring radio-controlled static and moving targets, is
computer operated and electronically scored. An Area
Weapons Scoring System is available for aviation units.

Several Automated Target System ranges, including
modified record fire, machine gun qualification and
combat pistol ranges, opened in the last five years. Our
rural location is a benefit. The terrain ranges from hilly
and rugged to gentle and rolling, with ample streams,
ponds and small lakes. The post islargely forested. It's
crisscrossed with 87 paved miles of roads and another
336 miles of gravel roads connecting camp sites.

We also have 30 training and maneuver areas
(44,000 acres) and lease property on the Rappahannock
River for bridging exercises and river access.

The post has nine infantry warfighting lanes with
fixed assembly areas, obstacles and objectives, and af-
ter action review sites; one engineer warfighting lane;
six combat service support lanes; as well as anti-armor,
scout, mortar, and artillery lanes.

Our Ammunition Supply Point (ASP) supports all
NCR installations with ammunition and explosives
(Class V) aswell as all organizations training here.

The Troop Issue Subsistence Activity (TISA) sup-
ports dining facilities here, aswell as on Forts Belvoir,
Eustis, Lee, McNair, Detrick, Story, Meade, Myer,
Edgewood Arsenal, and Aberdeen Proving Ground.

Garrison Work Force & Demographics

Demographi@ Pam Temp The garrison consists primarily of civilian employees, including seasonal temporary staff working
in blue collar and clerical areas. Active duty soldiers assigned to the installation serve in Range
Officars 1 Control, where they bring specialized skills to the demanding job of managing live fire training. The
work force is augmented by 33 contractors, most of whom work seamlessly alongside government
Enliged 9 employees within the public works and environmental compliance arenas. Nearly half the
- permanent civilian workforce is eligible for veteran preference (Fig. 5.2). This reflects a seasoned
Contr_fﬁor (sarvice 3 staff that brings detailed understanding of customer requirements and outlooks to the job. Our
suppliers non-exempt, bargaining unit employees are represented by Local 2902 of the American Federation
of Government Employees. Local 571 of the International Brotherhood of Police Officers represents
Seesondl - SuUmmer 2 13 our Department of the Army Civilian Police Officers.
NAF 1 11 Average Age AvqageLength No H.S Some Asodate | Bachdors | Made's
(permftemp) | Service Diploma | Diploma | College | Degree Deyee Deyee
GSCivilian 155 9 475 | 315 132 5|8 57| 3|30 (11010 19 1 5 (0
WG Civilian 66 17
Fig. P.3 Workforce as of July 1, 2004 Source: HR

Fort A.P. Hill, Virginia - Where America’s Military Sharpens 1ts Combat Edge
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A bulk fuel storage facility and service station sup-
ports fuel requirements during training events. An en-
vironmentally sound, high-volume wash rack is used to
clean wheeled and tracked vehicles simultaneously.

Eight campsites, three with permanent buildings and
five with tent sites, are available year-round. Camps
include billeting, mess, supply, showers, and latrines.
Most have motor pool facilities. The most-used siteis
Wilcox Camp, a brigade-sized facility divided into
three battalion areas, two of which are air-conditioned.
Eight classrooms with TV/VCR, overhead projector,
pull down projection screen, and | ecterns are available.
Wilcox Camp also has alarge multi-purpose building
used for functions such as command post exercises or
field training exercises for command groups (with bat-
tle simulation capability). Wilcox has numerous recrea-
tional facilities, athletic fields, multi-purpose courts,
and a covered outdoor barbecue area.

We're a leader in Geographic Information System
(GIS) technology and host the Army Environmental
Center’s Eastern Regional Support Center. The Center
supports more than 75 Army and National Guard instal-
lations with their Integrated Training Area Management
(ITAM) needs.

Customers benefit from thislocal expertise and
wealth of GIS materials. Visiting the ITAM GIS Labo-
ratory during advance party reconnaissance trips, unit
|eaders can access hundreds of current data layers, in-
cluding such features as landing zones, wetlands, to-
pography, aerial photos, water points, POL berms,
medical facilities, and emergency phones. This helps
customers locate areas best suited for the mission. They
can also print large, customized maps useful for brief-
ings and after action reviews following training events.

P.1a(5) Regulatory Environment
Fort A.P. Hill’ s operations are governed or regulated by
federal and state statutes, DoD and Army regulations
and locally devel oped regulations. Regulatory agencies
include the Occupational Safety and Health Agency,
Office of Personnel Management, Environmental Pro-
tection Agency, U.S. Fish and Wildlife Service, and the
Virginia Department of Environmental Quality.
Detailed pollution prevention programs and manage-
ment systems arein place (Fig. 7.6.3, 7.6.5) to meet
regulatory and statutory requirements.

P.1b Organizational Relationships
P.1b(1) Structure and Governance
Fig. P.1 outlines our organizational structure. Fort A.P.

Hill is part of the Installation M anagement Agency’s
Northeast Region, headquartered at Fort Monroe, Va.
Our Commander reports directly to the Region Direc-
tor. The Commander of the Military District of Wash-
ington (MDW) istheinstallation’s senior mission com-
mander and exercises control over issues such as secu-
rity and force protection.

P.1b(2) Key Customer Groups

We serve every component of the U.S. Armed Forces,
active and Reserve, and several other U.S. agencies,
including several with the Department of Homeland
Security, aswell asjoint task forces. The Federal Emer-
gency Management Agency used A.P. Hill as a staging
areafor recovery operations during Hurricane Isabel in
2003 and is seeking to establish aformal relationship.

Most customers are located along the East Coast,
particularly the extended Mid-Atlantic region. Custom
ersare usually within aday’s drive of the post (Fig.
3.1). During major exercises, though, it’s not unusual to
see units from the Southwest, Midwest, or other geo-
graphically distant locations. Foreign military allies
from Canada, the United Kingdom, and Germany have
also trained at Fort A.P. Hill in recent years.

The British Royal Marines and British Special Op-
erations units have made extended training deploy-
ments, as recently as June 2004. In an exampl e of
unique intergovernmental partnership, when training in
England was curtailed in 2001 due to a severe outbreak
of foot and mouth disease, the Royal Marines deployed
their basic training operations here for several months.

The military combat, combat support, or combat
service support unit isthe primary customer.

Our training customer mix has evolved greatly. A
decade ago, the installation was primarily focused on
seasonal Guard/Reserve unit training. Force structure
changes and the re-flagging of installations from active
Army to National Guard or Reserve status (See also
P.2b) affected our customer mix. Reserve Component
training decreased; active component training in-
creased. Today, 60 percent of all training is by active
duty units. Frequent customers include the 3@ U.S. In-
fantry Regiment (The Old Guard), training here ap-
proximately 250 days every year. See Fig. 3.1for other
installations with customers in our immediate target
market.

Although we're an active Army installation, U.S.
Marines comprise more than 15 percent of our training
load (Fig. 7.3.14). They deploy to Fort A.P. Hill to
meet training goals they cannot meet at home stations

Fort A.P. Hill, Virginia - Where America’s Military Sharpens 1ts Combat Edge
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such as Camp Lejeune or Marine Corps Base Quantico.
Naval Specia Operations are frequent customers.
SEAL (Sea, Air, Land) Teamll, of the U.S. Atlantic
Fleet, maintains a permanent camp here.

The post is configured to support specialized train-
ing, ranging from individual soldier skillsto large com-
pany-sized, combined arms, live-fire exercises. This
configuration was established by assessing the custom-
ers' training needs, in accordance with their respective
service' sdoctrine. Facilities are designed and con-
structed to meet current or projected training standards.

The Army istransforming into alighter, more no-
bile, lethal force. The Stryker Brigade Combat Team
(SBCT) isone of the early prototype units associated
with transformation. We anticipated SBCT training
needs and began tailoring the landscape and facilities
years ahead of the fielding of the teams, with a particu-
lar eye on being the training destination of choice for
the SBCT programmed for the 28" Infantry Division in
Pennsylvania. Support for this new mission is on track.
Theinfrastructure work has also attracted other
wheeled combat vehicle units, aswell asArmy planners
examining force modularity and basing needs.

Customer group needs vary in terms of scope, but
arefairly consistent in terms of function. Lodging, am-
munition, fuel, tents, maps, operational rangesthat are
well-maintained, radio and telephone communications,
recreational opportunities, and a customer support staff
that understands these needs and can offer flexibility
within parameters of safety are chief requirements.

A key consideration isthat many military units, es-
pecially active component units, have considerable
flexibility in deciding where to train. Reserve Comp o-
nent units, unless directed to alocation for Annual
Training or an exercise, also exert independencein se-
lecting training destinations. Businessiswon after the
training destination provesit has the right mix of qual -
ity facilities and customer service ethic among its staff.

P.1b(3) Suppliers/Dealers
Several centralized support services, such asinspector
general, contracting, civilian personnel functions, and
Defense Finance and Accounting Service are provided
by other agencies, with support staff often physically
located on Fort A.P. Hill. Dewitt Army Medical Center
provides clinic support. Fort Belvoir provides support
for labor relations and legal services.
Almost all sections of Cat. 4.2 of the criteriafall un-
der our NCR information management service supplier.
While support is rendered under provisions of for-

mal agreements, we establish close working relation-
ships with our fellow governmental suppliers of impor-
tant services. Business support based on mutual respect
and trust is the norm. Key service providers attend gar-
rison staff meetings. Rapid support to most needsis
often aphone call or email away.

Non-governmental service suppliers, especially
those for which we maintain blanket purchase agree-
ments, are indoctrinated upfront on the A.P. Hill cus-
tomer service ethic. Most come to understand mission
requirements to such an extent that they routinely offer
process improvement suggestions, and independently
go extradistancesto satisfy military unitsin the field.

P.2 Organizational Challenges

P.2a Competitive Environment

P.2a(1) Competitive Position

Fort A.P. Hill isauniqueinstallation. Our spartan
workforce maintains the large post, supporting more
than one thousand military units training here annually.
While tenant organizations routinely host Soldiers for
training, no major military unit is permanently stationed
here; consequently thereisno “built-in” customer base.

A strong selling point isthat we offer a quality
field-training destination where military units can focus
and train away from the comforts and familiarity of
home installations, often practicing quick deployments,
just asthey would if rapidly being sent into combat ac-
tion or to aforward staging area.

Our competitive position is strong and improving,
with the addition of several high profile training facili-
ties customers have requested, including an urban war-
fare training complex. This approval came after years
of strategic planning, gathering customer data, and suc-
cessfully gaining Army investment and congressional
approval. Congress worked this year to accelerate the
critical component of this complex from 2007 to 2005.

Internally, A.P. Hill is posturing for a Commercial
Activities study, expected in Fiscal 2005 and ending in
2007. In preparation, we contracted for an organiza-
tional manpower review that documented how the gar-
rison is meeting its missions with personnel levels at or
below the level known as “most efficient organization.”
Our ability to tailor organization structures quickly was
key in being the first Northeast Region installation to
successfully implement the standard garrison TDA.

P.2a(2) Key Success Factor s/Related to Competitors
“Location, location, location.” We're well placed geo-
graphically to serve the East Coast. Deployable units

Fort A.P. Hill, Virginia - Where America’s Military Sharpens 1ts Combat Edge
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seek locations to practice emergency deployments or
qualify Soldiersin afocused environment.

A major competitive advantage is that units training
here aren’t encumbered by environmental restrictions-
whether encroachment or endangered species- that can
hamper or even halt training at other locations.

Our range complex, fixed campsites, existing train-
ing facilities and customer service ethic are first-rate,
and our customers rate us favorably against competitors
(Figs 7.1.3-7.1.7). Our logistics support capabilities are
very strong relative to competitors and we' ve made ex-
panding this support a strategic priority. Several critical
logistics support missions for the Mid-Atlantic are now
centrally supported at Fort A.P. Hill, offering efficiency
and savings (Fig. 7.5.7).

One major deficiency had been an assault landing
strip out of commission due to slope and gradient prob-
lems. We identified this as a strategic issue, committed
resources and rectified the problem in 2004.

Our “unfair competitive advantage” is our dedicated,
incredibly experienced, work force. Every member of
the team is an ambassador, representing professional-
ism to training customers, neighbors and partners.

P.2b Strategic Challenges

Staving off encroachment, ensuring sustainabl e training
lands, and positioning the installation in terms of infra-
structure and personnel to support expanded missions
are key challenges (Figs. 2.2, 7.5.6, 7.6.10).

Other challenges include funding shortfalls, moving
to astandard garrison organizational structure, transi-
tioning to new Army installation organizational struc-
tures and procedures, and managing a NSJ while sup-
porting primary customers.

Gaining Army recognition for our daily training cus-
tomer workload is critical in securing future funding.
Toward that end, we worked in concert with the North-
east Region to solicit an Army Stationing Installation
Plan assessment to validate personnel supported. Gain-
ing recognition for the active component training con-
ducted hereis still an issue and is a strategic objective
documented in our strategic plan.

A long term strategic challenge successfully met
came following the 1990’ s Base Realignment and Clo-
sure (BRAC) rounds. Many training and maneuver cen-
terswere “closed” under the BRAC process, only to be
re-flagged as training and maneuver centers under the
Guard and Reserve. By adjusting our marketing focus,
training volume increased, but not as much as was an-
ticipated. Category 3.1a(1) addresses this challenge.

P.2c Performance | mprovement System

Our listening and learning processes have matured
significantly since 1997. We established a comprehen-
sive customer survey and began educating and training
key leaders and frontline supervisors on quality i m-
provement approaches and business process manage-
ment. Senior leaders received Army Performance | m-
provement Criteriatraining and we began making or-
ganizational assessments.

This deployment of amore structured approach to
business process management al so coincided with the
steady evolution of the strategic planning process and
attendant performance indicators—this through contin-
ual evolution of review systems designed and deployed
at higher headquarters.

Customer feedback reports are folded into a compre-
hensive system melding formal quarterly performance
management reviews and performance improvement
reviews, which involve the full garrison and not just the
“Big 4” directorates participating at most installation
locations. In an extension of our strategic planning
process, our performance measures are aligned with
key business processes and those attributes customers
state are important to their success.

We validate priorities through a Project Review
Board process, which incorporates Annual Work Plan
development and is augmented by a Program Budget
Advisory Committee, which revalidates and reallocates
resources against outstanding projectsin a
“reguirements workbook.” These projects were either
not resourced or required additional funding.

Also, key mission support groups usually meet quar-
terly assessing progressin areas such as safety and en-
vironmental compliance. We regularly participatein a
number of forums such as the Range Prioritization
Board, the Chesapeake Regional Range Cooperative
Board, and the First U.S. Army Annual Training Sched-
uling Conference, to name a few.

We enable organizational |earning and knowledge
sharing viaa multitude of structured and informal
means, among them regular Town Hall meetings for the
full workforce, recurring command information prod-
ucts, and a“ Consideration of Others’ program where
empl oyees tackle organizational issues and work to fos-
ter teamwork and understanding. (Figs. 5.1, 5.3).

Fort A.P. Hill, Virginia - Where America’s Military Sharpens 1ts Combat Edge
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1.1 Organizational L eadership

a. Senior Leadership Direction

1.1a(1) Setting/Deploying Values, Directions, Per -
formance Expectations, Generating Value

Senior leadership is defined as the post Commander,
Civilian Deputy to the Commander, Command Sergeant
Major, and Staff Directors. The majority of these indi-
viduals participate in organizational direction setting,
managing expectations and customer value creation via
participation inthe chartered and process-oriented
“Corporate Board” and Strategic Planning Board.

The Commander is the Chief Executive Officer
when it comes to managing and leading the organiza-
tion. Heis also our “Chief Relationships Officer” in
terms of reaching out to area communities, relevant
groups, and other governmental organizations. The Ci-
vilian Deputy manages daily operations and most staff
issues. The Command Sergeant Major advisesthe Com
mander about issues related to the garrison’s enlisted
population and issues detected with external customers.

The system blends formal and informal communica-
tions. Senior |eadership seeks a high degree of personal
involvement with the workforce, modeling and reinforc-
ing organizational values. Open, honest and candid com-
munication, which builds a trusting environment, is
practiced. Rewards recognize those who display the val-
ues and exceed performance expectations.

Senior leadership simplified the organizational vi-
sion in 2003, updated organizational values, and revali-
dated strategic goals as recently as August 2004 to re-
flect changing situations and Army needs(Fig. 2.2).

Thevision, goals, and values are deployed through-
out work centers on posters and dynamic display boards
that capture the heart of the A.P. Hill mission of training
support. Traditional Command Information products,
such as the Up and Down the Hill newsletter, also carry
content promoting service and mi ssion accomplishment.

In deploying and managing expectations, senior
leadership underscores the statement, “ The value of an
individual’ s worth should not be judged by his prox-
imity to the battlefield.” Indeed, what goeson at A.P.
Hill affects what happens on the battlefield and this real -
ity isimprinted on every employee.

A personal |eadership touch is often more easily
achieved in small organizations. We cascade informa-
tion quickly viaatiered level of communication ave-
nues, ranging from face-to-face individual, to written
and electronic, to formal weekly staff meetings, to garri-
son-wide town meetings. These meetings usually feature

personal explanations of issues, policies, and detailed
guestion/answer sessions.

The Commander has bimonthly business reviews
with senior leaders and key support staff in the work
place, discussing issues and reviewing progress and ac-
tion plansrelated to key initiatives. These feedback ses-
sions are well -received by employees and provide an
opportunity to communicate ideas and innovations up-
ward directly to senior leadersin aforum focused on
improving business processes, results, and customer sa-
isfaction.

Senior leaders and division directors are the primary
communication sources for service-level suppliers and
partners, using training customer feedback and survey
results to assess performance and design improvements.

Specific examplesrange from meal planning for
troops in contractor-operated dining facilities to serving
asthe bridge between the training customer in the fo x-
hole and Joint Munitions Command when working
through ammunition shortfalls that hamper a unit’ s abil -
ity to qualify for deployment.

L eaders guide the planning process (Figs. 2.1, 2.2).
We evaluate existing conditions against current and
forecasted customer requirements and other satisfaction
drivers, balancing the val ue customers currently receive
against our ability (resources-wise) to modify operations
and infrastructure to increase that value. We analyze
how to best attract new, desired business to optimize use
of ranges and training facilities(Fig. 1.1).

This requires a pragmatic approach, involving plan-
ning, process management, and attention to an evolving
operational environment as it relates to competitors and
potential competitors, and resource availability antici-
pated within Army budgets.

Through sound planning, ability to tailor processes,
and a gung-ho, customer-oriented organizational cli-
mate, we' ve successfully made our case for funding ma-
jor projects that provide immediate and long-term value
and satisfaction to our customers(Fig. 7.3.4).

Synchronized
Strategic
Planning

Organizational
Climate

Fig. 1.1 Strategic Overlap

Fort A.P. Hill, Virginia - Where America’s
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1.1a(2) Empowerment, Innovation, Organizational
Agility and Learning

Senior |eadership employs consistent application of
business case analysis principles in examining problems
and making strategic decisions. When major issues arise
involving significant resource challenges or shift in stra-
tegic direction, the Corporate Board is convened.

Department |eaders have been del egated authority to
manage departmental budgets with greater flexibility,
reprogramming money between line item accounts.

We employ alternative, comparative business tech-
niques, other organizational models, and visitsto cus-
tomers at their home stations, in an effort to continually
adapt the organization and its business processesin the
manner most efficient to mission accomplishment.

Fort A.P. Hill’ strack record of organizational agility
in shifting gears, slashing red tape, and getting projects
completed quickly in response to documented customer
needsis one in which the entire installation takes pride.
This results from |eadership setting high performance
standards, prioritizing work based on strategic goals, and
the ability to quickly adjust resources.

For example, a consensus decision was reached to
adjust priorities and rapidly respond to pressing opera-
tional needs by designing and devel oping two special
purpose ranges in 2004: the convoy ambush live fire
course and the access control point live fire range. These
ranges were constructed within 100 days by using inter-
nal resources and working collaboratively with func-
tional Army proponents to achieve early operational
status, enabling training customersto prepare for threats
such as those encountered in |raq and Afghanistan.

Senior leaders, through policy guidance and personal
involvement, establish expectation that each employee’s
performance plan addresses training needs. These Indi-
vidual Development Plans cover personal and profes-
sional development (Ref. Cat. 5.1b and 5.2).

A systematic leadership-training track has been es-
tablished to ensure managers are well -trained and posi-
tioned for career advancement.

Senior leaders promote ajob enlargement philoso-
phy. Individual s are frequently detailed into positions of
differing or increased scope and responsibility, prepar-
ing them to assume greater organizational roles.

Professional, ethical behavior, and stewardship are
among our core values. Considerable training and em-
ployee discussion group work delvesinto these areas,
introducing case studies and personal experiences.

One awareness and feedback program is Considera-
tion of Others.” Employee feedback has resulted in nu-

merous improvements in program emphasis since 1997,
when the program began. Topics are matched against
organizational values and specific indicators from the
Culture Survey, especially those dealing with teamwork,
cooperation, communication and customer satisfaction
(Figs. P.2,5.1., 5.3, 7.4.9). Senior leaders analyze facil i-
tator feedback reports for recurring themes or problems
and to design corrective measures.

Each employeeis responsible for satisfying the cus-
tomer and stopping unsafe acts. L eaders empower em-
ployees to help customers, even when support requests
are outside traditional lanes of responsibility. Although
many Sservice processes are one person deep in strength,
othersreadily absorb the responsibility.

We encourage prudent risk and innovation in terms
of satisfying customers or improving business processes.

1.1b. Organizational Governance

Organizational values such as* stewardship” and
“professionalism” are essential for sound governance.
Specific accountabilities are addressed in each man-
ager’s performance plan.

We employ a system of checks and certificationsin
such areas as employee credit cards, information man-
agement, and equipment usage. Fiscal accountability is
maintained via monthly certifications of accounts, quar-
terly organizational budget reviews and asset realloca-
tion sessions, and audits of books and operations by in-
dependent entities such asthe Army Audit Agency and
the Internal Review section from Fort Belvoir.

The Management Controls Plan outlines specific re-
view areas over a5-year period. Reviews consist of in-
spections, checklists and audits. A description of all ac-
tivities and training related to the controlsis compiled
annually to evaluate and document the level of controls.
Independent Army auditors review and validate expendi-
ture made during the four-year NSJ cycle. They employ
approved funding, and existing statutory and regulatory
guidancein completing this work.

We include tenant organization stakeholdersin proc-
esses such as master planning boards, security inspec-
tions, and consultations regarding protection of their as-
sets and interests.

1.1c Organizational Perfor mance Review

1.1¢(1) Assessing Success, Performance Relative to
Goalsand Changing Needs

Our organizational performance reviews are built around
our METL achievement assessment, which is integrated
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with our value creation and support processes. (Ref. Cat.

413, Figs. 4.1, 4.2)

Review processes range from regular staff meetings,
to detailed project updates, and major budget analyses
that result in reprogramming of operating funds.

The more formal component of this system includes
semi -annual Performance Management Reviews (PMR)
to the Region Director and Senior Mission Commander.
These cover installation progress in meeting key busi-
ness obj ectives. These reviews represent direct commu-
nication of organizational directions and expectations to
the supplierswith authority to allocate resources to the
installation level. Also included are an annual Strategic
Planning Review and Customer Assessment.

The Performance Improvement Review (PIR) proc-
essunderlies all of the above. Senior leaders use Activ-
ity Based Costing and the PIR model to streamline work
processes or improve customer service.

We also assess progress as part of our master plan-
ning and range and training land devel opment processes,
which are critical to value creation for our customers.

M ost members of the senior |eadership team, as the Cor-
porate Board, also evaluate resource allocation installa-
tion-wide four times annually during a Program Budget
Advisory Committee meeting. This allows leadership to
reallocate resources to fund short term requirements re-
lated to evolving strategic priorities. These financial re-
source reviews are closely aligned with the quarterly
Project Review Board which determines priorities and
execution tactics for facilities type projects required for
strategic advancement.

Also related is the Install ation Status Report, which
reports garrison performance across many categories of
service, using metrics employed Army -wide.

1.1c(2) Key Performance M easuresand Findings

As part of the PMR process, Fort A.P. Hill evaluatesits
performance relative to the garrison’s Mission Essential
Task List (METL). These tasks are cross-walked with
both higher headquarters’ METL (Fig. 4.1) and rated
with a“red, amber, green” coding system. These are the
top line evaluations of how well the garrison is perform-
ing its missions. Multiple statistical measures, related to
processes (Figs. 6.1 & 6.4) critical to METL success are
also used. While many of the measures reported by sen-
ior leaders arein the “green” category, compared to
Army standards, funding issues associated with short-
falls occurring in base operations resulted in the Com-
mander reporting many METL categories as “amber”
with improvement forecasted. (Fig. 7.5.1)

1.1¢(3) Findings Used for Improvement/Innovation
Deficiencies are corrected immediately, when possible.
Those showing a systemic pattern are evaluated against
service delivery processes to see where improvements
may be made. When appropriate, senior leadership char-
ters process or project action teams to assess situations
and devel op solutions, with the Corporate Board assist-
ing with prioritization of key issues. Where problems
result from infrastructure shortcomings, the remedy is
evaluated for addition as amajor project.

Supplier management from governmental agenciesis
reviewed against a negotiated standard of service. Pri-
vate sector suppliers are evaluated against contract re-
quirements, primarily in the areas of timely service, cost,
and quality work. Supplier performance, although trans-
parent to the customer in many respects, is also incorpo-
rated into the detailed customer feedback report.

1.1c(4) Findings/Feedback to Improve L eader ship
Senior leaders, including the Command Group, review
every customer feedback report generated by units train-
ing at A.P. Hill. The Commander and other senior lead-
ers make personal callsto both unit leaders and A.P. Hill
staff to clarify feedback and ensure follow-up occurs on
areasfalling outside expected performance or acceptable
parameters. Thisdatais rolled up to show aggregate per-
formance. Feedback is also used in adjusting business
processes and devel oping plans related to improve train-
ing facilities and operations.

This detailed customer survey examines every prod-
uct/service Fort A.P. Hill provides. Data has been col-
lected since 1997. It was improved and automated in
2003. An extensive process action team effort resulted in
asurvey easier for both customers and staff to manage,
while alowing for better capture of critical customer
needs, satisfaction ratings and conparative data.

The main measurement instrument employed to
monitor employee attitudes and the organizational cli-
mate is an annual “ Culture Survey.” Leadership uses
datafrom these surveys(Ref. Cat. 4 and Figs. 7.4.9) to
assess where attention may be needed.

1.2 Social Responsibility

1.2a. Responsibilitiesto the Public

1.2a(1). Societal Impact. Regulatory/L ega Rgmts
Fort A.P. Hill isacommitted participant in the affairs of
surrounding communities, readily developing strategic
partnerships designed to foster informed public support
for the post and its mission.
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We are the second largest employer in Caroline
County. Our economic impact is growing annually and
spikes during the year of aNational Scout Jamboree.

Asamagjor field training installation, we have poten-
tial to impact neighboring communities, especially with
noise and dangers associated with unexploded ordnance.
Training activities, present and future, are assessed for
impacts on surrounding communities.

Senior leadership elevated the issue of halting en-
croachment as an organizational strategic goal (Figs. 2.2,
7.5.6, 7.6.10) and hasinitiated several objectives, in-
cluding partnering with state and private organizations.
We hosted the Virginia Governor and his Commission
on Military Bases in 2003, along with leaders of every
military installation in Virginiafor aforum designed to
discuss how state and federal agenciescould better work
together to meet the challenges of this new century.

We hold a seat on the Caroline County Technical Re-
view Committee, ensuring consultation as regional com-
prehensive plans guiding land use are devel oped and
zoning changes are contemplated. Several attemptsto
subdivide land adjacent to the installation have been
averted through this process. Formal efforts are en-
hanced by regular, informal contacts with civic and busi-
ness leaders about |and-use planning process.

Our environmental and land management programs
are aggressive and progressive. We partner with the
State of Virginiain many areas of our award-winning
pollution prevention program, which dramatically re-
duces or eliminates pollution at its source. Part of this
involved the development of the Hazardous Materials
Management Programand database. Our resultsin this
area(Figs. 7.6.3, 7.6.5) resulted in Fort A.P. Hill win-
ning first place in the Federal Facility Category during
the 2003 Business for the Bay awards sponsored by the
Chesapeake Bay Foundation.

WEe' ve established and met aggressive target goals to
reduce levels of hazardous materials by 30 percent and
(Fig. 7.6.5) today have greater visibility and control over
more than 1,500 different lines of hazardous materials
used by 40 different activities.

Fort A.P. Hill isamember of both the Y ork and Rap-
pahannock River Tributary Committees, cooperative
efforts to devel op strategies to improve water quality
and protect living resources in local waters. We also be-
long to the Virginia Department of Environmental Qual-
ity/Department of Defense P2 partnership and Virginia
Environmental Excellence Program. We partner with the
Virginia Department of Game and Inland Fisheriesin
fish and wildlife management, delivering excellent man-

agement of birds, animals and fish, and providing rec-
reational opportunities for thousands of arearesidents.

We satisfy target goals for 100 percent compliance
with state and federal statutes and regulations related to
environmental management and routinely excel during
Environmental Compliance Assessment (ECAS), con-
ducted by the Army’ s Center for Health Promotion and
Preventive Medicine. Notices of Violation are exceed-
ingly rare, usually issued for minor infractions related to
amissed suspense to obtain asample (Fig. 7.6.3).

We achieve these results via an Environmental Man-
agement System policy. It establishes guidelines for the
installation to: plan and identify environmental objec-
tives and integrate those objectivesinto everyday busi-
ness processes and activities; implement those objectives
by establishing procedures, training and communication
with personnel and activities; perform periodic monitor-
ing and measurement through internal and external au-
dits; provide quarterly management review through the
Environmental Quality Control Committee and continu-
aly improve the process.

Our comprehensive noise management plan uses de-
tailed training and scientific data, captured over time
(Fig. 1.2), to outline specific steps we can take to miti-
gate noise impact on neighboring communities. Re-
search reveals what decibel thresholds prompt concern
(Fig. 1.3). We employ multiple analyses, collecting ex-
tensive data to develop noise contours associated with

Training Noise Studies 1980-2004

General
Develop Initial Noise Contours (1984)
Refine Noise Contours (1997)
Develop Environmental Noise Management Plan (1999)
Assist CERL with update to Noise Complaint Risk Assess-
ment Matrix (2004)
Aviation
Assess Noise Impact of Proposed Assault Airstrip (1981)
Assess Noise of Aerial Gunnery Range (1991)
Update Noise Study of Aerial Gunnery Range (1997)
Assess Noise of Upgraded Assault Airstrip (2000)
Develop Initial Noise Contours for Assault Airstrip (2004)
Impulsive (decibel peaks)
Study Demolition Activities/Assess Howitzer
Firing (1985/1986)
Monitor Noise at Off-Post Farm (ElImwood) (1997)
Study MICLIC Firing (1997 & 1998)
Study Noise at EImwood Farm and Portabago Bay
Subdivision (1997 & 1998)
Study MICLIC Firing (1999)
Develop and Verification Test BLAM | System (1999)
Develop and Verification Test BLAM Il (2001)

Fig. 1.2 Training Noise Studies  Source: DPW
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training. Atmospherics, weaponry type and direction of
fire are among variables analyzed.

This data consistently shows that altering the firing or
detonating position of selected weapon systems can i m
prove noise suppression. By adjusting flight patterns,
changing training practices and applying science, we
make better, faster decisions about training events that
may create concern off post. We share procedural
changes with our off-post neighbors via presentations to
community groups and governmental bodies.

The number of noise reports from citizens has re-
mained low (Fig. 7.6.4) since these procedures were in-
stituted and the A.P. Hill model has been studied by a
number of other installations for applicability. We were
also asked in 2004 to write a case study on noise man-
agement for aDoD primer being developed.

Military training occasionally createsfiresin range
areas. Containing these firesto the installation is a para-
mount goal of both senior leaders and neighboring com:

Analysis- Risk of Complaint

Threshold for permanent physiological

>140 damage to unprotected ear. High risk
of structural damage
130-140| High Risk/Possibility of Damage
Decibel
Peak 115-130] Moderate Risk
Levels
<115 | LowRis

Good Neighbor—Noise Mitigation Efforts

- Move Small Arms Ranges on South Boundary

- Move Large Caliber Weapon/Demolition Further Interior
- Establish No-Fly Zones—Port Royal & Bowling Green
- Restrict Altitudes to above 1200 Feet Off Post

- Route Helicopter Traffic Over Installation

- Impose Limits on Demolition Charges

- Fire large Weapons in Northerly Direction

- Install 24/7 Noise Monitoring Systems

- Reduce Night Firing After 2300 Hours

- Reduce Sunday Morning Firing

- Restrict Firing on Overcast Days, When Possible

- Enhance Planning Partnership with County

- Upgrade network of perimeter noise monitors (2004)

Fig. 1.3 Noise M anagement

munities. We mitigate the potential for fire to impact
surrounding communities by developing annual action
plansrelated to controlled burns, forestry management,
and range and firebreak maintenance.

Forestry management also extends to serving as care-
ful stewards of the land for the benefit of training cus-
tomers. Through our Land Condition Trend Analysis
program, we closely monitor forest health using a num-
ber of indicators and leading technologies. Military
training unitsthat bivouac in the field seek areas that
offer ample concealment of people and equipment, and
access to established roads and trails.

Repetitive use of tactical concealment areas (TCA)
damages the forest and impacts the ability of future units
to achieve training success. By closely monitoring TCA
health, we can decide when to rest or rehabilitate, or
both, an areato preserve an areafor future use.

Additionally, our support of the National Scout Jam-
boree provides a service with impacts worldwide. The
support fosters afavorable impression of the Army, in
particular, and the DoD in general, that transcends the
traditional boundaries for a military installation.

Military training installations rely on positive com
munity relations. Informed public support for the train-
ingiscritical and examples abound across the Depart-
ment of Defense where damaged relations with sur-
rounding communities greatly hampered potential for
mission accomplishment.

We aggressively promote local media coverage of
training and other aspects of the mission in an effort to
continually educate area residents about the connection
between the training and our national defense.

Coveragein area print mediais collected and thou-
sands of column inches of material are analyzed for con-
tent. It is measured qualitatively. Results show that cov-
erageis overwhelmingly accuratein portraying theim-
portance of training here (Fig. 7.5.14).

1.2a(2). Anticipating Public Concerns.
We noted above, the extensive cooperation with local
government on planning and zoning issues. Noise, traf-
fic, and other issues associated with day-to-day military
training are impacts we continually assess and manage.
When unique, specific training events are forecasted,
we develop specialized plans that anticipate and address
the concerns of the many varied constituencies likely to
support or oppose the training.
These can range from the very sensitive relocation of
British Royal Marine basic training to Fort A.P. Hill for
an extended period (noted in P.1b(2) to the ongoing ef-
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fort to obtain conservation easements along post
boundaries as a hedge against encroachment.

In late 2003, we deployed the first-ever scientific sur-
vey of residentsin surrounding communities, assessing
awareness of Fort A.P. Hill’s mission, itsimpact on their
lives and their perceptions of the post as aneighbor. We
believe thisisthefirst such survey conducted by an
Army garrison and results were overwhelmingly positive
(Figs. 7.6.7 t0 7.6.13). We also queried residents about
encroachment and assessed support for measures to
stave off the problem. These results were used in formu-
lating plans for working with elected officials and in de-
termining best avenues to reach out to community
groups. We can also share results with local governing
bodies as evidence of constituent support for measures
to halt encroachment.

We work closely with local business communities and
theinstallation’s Public Affairs Officer serves as an ex
officio board member of the Caroline Chamber of Com-
merce and liaison to Fredericksburg’ s Regional Cham-
ber of Commerce. This allows usto stay better attuned
to emerging businessissues and to have a seat at the dis-
cussion table. Senior leaders provide at |east annual
community updates to the Chambers and other civic
groups as away of reaching out, sharing information,
and gathering firsthand concerns.

We participate in symposiums related to regional
growth and economic development. L egislative agendas
that al so serve to impact the region, and potentially our
mission, are scrutinized via close relationships and par-
ticipation with the business community. We also main-
tain positive working rel ationships with congressional
offices, particularly Virginia s 1st District, of which Fort
A.P. Hill is apart, and Virginia stwo U.S. senators.

Area communities are heavily involved in Fort A.P.
Hill from an outdoor recreation standpoint. Hunters and
anglerstypically purchase between 3,000 and 4,000 per-
mits annually. In accordance with the Sikes Act, deer
hunters are active partners in managing installation wild-
life, reducing animals that can over-forage, destroy tacti-
cal cover, or host ticks carrying infectious diseases that
can harm military troopsin thefield. Thislargely self-
supporting program generates revenues used to better
manage natural resources (Fig. 7.3.12).

In late 2002, the Commander established the first
ever Hunter Advisory Board, creating aforum for cus-
tomer input and participation in the decision making
process related to thisimportant natural resources man-
agement and community access program.

Training units fire a multitude of weapon systems

ranging from small caliber to high explosiveson our
ranges. Although protected by locked gates, much of the
complex is accessible by foot through the woods. Edu-
cating arearesidents, especially children, about dangers
of unexploded ordnance is paramount. We work with
county schools in sharing thisimportant information.

1.2b. Accomplishing Ethical Business Practices

Stringent management controls are applied and a
number of inspections, such as Army Audit Agency,
government credit card and property accountability, rou-
tinely monitor proper and effective use of resources.
Performance in such areas as DoD credit card usageis
closely monitored. Independent inspectors review each
purchase. Payment delinquencies are tracked and re-
ported to NER (Fig. 7.6.1).

Leadership identified stewardship as a coreinstalla-
tion value (Ref. P.1a.2). Every employee receives Judge
Advocate General-provided annual ethicstraining de-
signed to reinforce personal behavior based on integrity
and accountability. Additionally, purchases are made
with agoal of achieving the best value for the Army,
except in cases where vendor sources are mandatory.

Specific policy changes are enacted when thereisa
possihility for certain individuals or groups to exercise
undue influence. For example, staff who make decisions
on opening training areas for recreational activities, such
as hunting or fishing, are prohibited from participating
in those activities on post.

The Commander emphasizes stewardship and ethical
practices to all team members viawritten command phi-
losophy, with reinforcement in employee publications
and in meetings before small groups and the garrison.

1.2c. Support of Key Communities

Fort A.P. Hill isfully engaged in key communities
(Fig. 1.4). We'reunique. We don't have alarge enclave
of military personnel permanently assigned. Most em-
ployees live in neighboring communities. Many servein
civic positions ranging from volunteers on committees,
civic club members, project officers for community
events, and members of local city councils.

Key communities and organizations are assessed for
potential to affect our mission accomplishment, or our
potential to support employees and customers. Commu-
nities and major groups are stratified by areas of interest,
concern, or influence. These communities and their abil -
ity to impact our operations are considered in strategic
planning during the Strengths, Weaknesses, Opportuni-
ties, and Threats (SWOT) analysis process.

Fort A.P. Hill, Virginia - Where America’s
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Senior leaders actively seek opportunities to address
key communities, serve on leadership boards or commit-
tees and to educate regarding the installation’ s mission,
its capabilities and its limitations.

When key constituent groups ask for support for
manpower, displays, equipment, etc., requests are ana-
lyzed for propriety. Where support islegal and feasible,
itisgranted. Staff members routinely assist groups with
properly preparing and submitting requests for support.

We enjoy astrong partnership with county schools
and operate a summer employment program for deserv-
ing students. We regularly place employees before stu-
dents during special class activities and career days, and
host, in partnership with state agencies, an annual Earth
Day event attracting schools from throughout the region.

We sponsor seminars for small business to better
learn how to work with the Army and federal govern-
ment. We've also worked with the akey customer, the
BSA, to encourage their education of local businesses
regarding the millions of dollars spent in preparation and

execution of the NSJ.

Special events on theinstallation, such as receptions,
changes of command, dedications of ranges and training
facilitiesinclude our partnersin our key communities.

The converseistrue. Key communities and business
groups ensure Fort A.P. Hill isrepresented at important
eventsin the lives of our neighbors.

We also participate in the annual Combined Federal
Campaign, aligning our efforts with those of the Dahl-
gren Naval Surface Warfare Center.

Support for key communities occurs at multiple lev-
elsand with varying degrees of installation support. The
annual Harvest Festival in Bowling Green is a major
event drawing more than 10,000 people. Supporting the
event not only benefits Bowling Green, it also makes
sense from a broader public relations perspective. We
typically provide staffed displays, emergency support
personnel, and some | ogi stics assi stance.

Key Communities—Sustaining Relationships Participation
Business Sector Activities Leaders Employee

Caroline County Chamber of Ex-Officio Board of Directors member; *

Commerce Partners Annual Holiday Reception

Fredericksburg Regional Military Affairs Committee *

Chamber of Commerce

Civic Sector Activities

Rappahannock Chapter AUSA  [Senior leaders serve on Board; Joint Events *
& Recognition Programs

Outdoor Groups/Enthusiasts Camping, Hunting, Fishing, Biking * *

Clubs & Associations: VFW, Recreation Facilities, Seminars, Tours * *

Churches, Ruritan, Rotary

American Red Cross Logistics Support * *

Bowling Green Harvest Fest Support and Exhibits * *

Caroline County Fair Group Support and Exhibits * *

Trust for Public Land Conservation AreasEncroachment Buffer *

[The Nature Conservancy Conservation Areas-Encroachment Buffer *

Government Sector Activities

Caroline County Public Schools (Adopt-A-School; Employeesin Classrooms; * *
Help Students/Teachers; Career Days

Local Fire/Police Departments Mutual Aid; Joint Training; Translator Ser- * *
vices, BAC Testing; Range Usage.

Caroline County Technical Review Committee *

Sate of Virginia DEQ and DGIF Partnerships *

Fig. 1.4 Community I nvolvement Source: PAO
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Strategic Planning

2.1 Strategy Development

a. Strategy Development Process

2.1a(1) Overall Planning Process

Fort A.P. Hill’ s strategic planning process (Fig. 2.1) has
matured significantly in the last decade while adapting
to sweeping changes in organizational structures above
theinstallation level and comprehensive system changes
related to business process management and analysis.

We've evolved through several models beginning
with amid-1990’s emphasis on developing very detailed
Installation Management Action Plansto the current
Corporate Board model, which focuses on broad strate-
gic issues designed to solidify and improve Fort A.P.
Hill’s competitive position and value to DoD.

The Army’s activationin 2003 of the Installation
Management Agency (IMA) created significant changes
in how information is managed, measured, analyzed and
reported, as well as new processes for aligning strategic
objectives. We use an Activity Based Costing model for
key services and standardized business review processes

L eader ship
Assessment (SWOT)

« Strategic | nputs

* Customer Needs

* Employee Factors
« Financial Factors

Baseline w/ Higher
HQ Strategic Plan
And METL

Establish/Modify or
Revalidate
Goals/Objectives

Fix
Responsibility

| * | dentify Resour ces

» Define Success

Adjust/Feed
Subordinate Plans

Communicate

Mission/Vision
Validation

through regular PIR sessions (Figs. 4.2 to 4.6).
Structured revalidation of the mission, vision, and
strategic goals of the organization takes place annually
in afacilitated, roundtable setting. In concert, an envi-
ronmental scan assesses current operations and current
customer needs, as well as aforecast of future customer
needs. The leadership then reviews strategic objectives,
updates goals, makes mid-course corrections, and adds
new goals where appropriate. Any member of the Cor-
porate Board can request the board be convened when-
ever thereisapressing issue related to the strategic di-
rection of the organization. Modifications to the strategic
plan can result from these out-of-cycle meetings.
Asreferenced in Cat. 1.1, installation leadership, pri-
marily command, the Corporate Board, and Strategic
Planning Board are responsible for developing the stra-
tegic plan. Short-term planning looks at current and next
fiscal years, while long-term scans 5 to 10 years out.
Planning horizons are set based upon such factors as
projected changesin mission, anticipated availability of
resources, and ability to plug strategic requirementsinto

Learn & Integrate
Feedback - Make
Mid-Course Corrections

M easure/Analyze

The Plan

Execute

Fig. 2.1
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such overarching plans asthe Army’s Five Y ear Range
and Training Lands Development Program and the De-
partment of Defense’s Five Y ear Defense Program. Ob-
jectives within the major strategic goals are synchro-
nized against these cycles, whenever possible.

Other short term planning timelines are based on
documented customer need and our ability to react to
secure/mobilize resources to meet that need (noted in 1.1
(a)2). These horizons often relate more to action plans
for specific projects. Projects usually relate to objectives
under broader strategic goals.

2.1a(2). Key Factors/Data Gathering

The military customer’ straining needsinclude amix of
equipment, facilities, and support personnel. We analyze
such factors as the training customer’ s unit composition,
size, weaponry, vehicles, logistics needs, and training
doctrine. We match existing capabilities with customer
requirements and attempt to forecast future requirements
and program installation improvements viaour strategic
planning process. We also include our service provider
partnersin these critical discussions and analyses since
significant shiftsin training support requirements also
impact their operations and resources. It is a systems
approach to assessing customer needs.

Analysis of key factors precedes the formulation of a
precisely worded goal or objective and a consensus deci-
sion to add it to the strategic plan.

L eaders participate in numerous Army forums where
technological and force structure changes are discussed,
which enables near constant reeval uation of existing ca-
pabilities and programmed realignments to meet future
customer needs. L eaders examine the training-rel ated
infrastructure of potential competitors, not so much with
agoal of taking market share as may be seen in a profit-
driven organization, but more of an eye toward develop-
ing complementary facilities to optimize Army training
dollars and Soldier value.

Customer feedback reports, surveys, employee sens-
ing and Consideration of Others session results, reports
from visits with customersin thefield or at their home
station, attendance at planning conferences or other pro-
fessional gatherings, aswell asinformation gleaned via
monitoring segments of the overall marketplace, are em-
ployed during SWOT analysis and goal prioritization.

We assess reasons for successes and failures, reaf -
firming a need to re-recruit current good customers, and
identify desired potential customers. Thisincludesa
market assessment, including deployment trends and
future force structure considerations (Fig. 3.2). We

evaluate how our current and projected capabilities
match prospective customer’ s needs.

Our asset inventory (Fig. 2.5) from the real property
master plan is a useful tool in calculating our competi -
tive position against other installations that may also
seek the same potential customer. These assets are
matched with desired customer needs and targeted com-
muni cations developed. These range from specialized
briefings to displays to direct mail.

The importance of aligning skilled manpower assets
with emerging missions and accommodate new facili-
ties, technologies or increased businessis factored into
planning. Evaluated variables include increased over-
time costs, safety, and labor relations. Financial implica-
tions of human resources related to abilitiesto absorb
additional workload or new business are considered, as
well asinfrastructure requirements (Fig. 3.3).

Indicated in 1.2, we manage impacts of military train-
ing operations on neighboring communities and evaluate
customers and potential customers related to those im-
pacts. Factors such as excess noise could actually under-
mine our efforts to offer realistic combat training. Exter-
nal impacts of strategic changes are considered aswe
formulate goals. Mgjor operational changes would, for
example, generate afollow-on action plan for gaining
acceptance of the change among key communities.

Noted in 1.1c(1), the Corporate Board evaluates
total resource allocations quarterly with a Program
Budget Advisory Committee (PBAC). We assess execu-
tion of resources against annual targetsand reallocate
fundsto requirements for short term strategic objectives.

Requirements for long term strategic objectives are
documented viathe various programming tools available
to theinstallation. Higher headquarters uses these tools
to place requirements on a sixyear cycle.

Input and prioritization of requirements, by the instal-
lation, for these programming toolsis aligned with our
strategic goals and objectives. We' ve successfully used
this process over the last several yearsto obtain funding
for important projectsrelated, for instance, to range de-
velopment and access control.

Our PBAC deployment reflects the organization’s
practice of conservative fiscal management and prag-
matic focus on attaining best value for the customer and
advancing strategic objectives. Laying all cards on the
table minimizes functional turf battles.

Another tool isthe Installation Status Report (ISR),
which annually categorizes facilities across arange of
qualitative factors. This document is used in identifying
deficiencies (Figs. 7.5.2, 7.5.3, 7.5.4). The Department
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Strategy Objectives (Target Dates) Key Links
Position FAPH | 1.1 Develop training facilities and ranges for Stryker Brigade. (2008) 713, 717
to support 1.2 Develop infrastructure (facilities and services) to support evolving maneuver 727, 734
Future Force force (Brigade Combat Teams) (2008) ;226776513
Structure. 1.3 Develop infrastructure (facilities and services) to support Future Force. (2012) e
Training facility |2.1 Leverage 2010 Jamboree. (2010) 7.3.8, 7.3.13
full utilization 2.2 Market aggressively to customers. (2006) 7.3.18,7.3.19
Expand 3.1 Recognition as the primary logistics service/support platform for contingency 711, 713
logistics response within Northeast Region (south) and National Capital Region. (2008) 722, 725
Service/support [3.2 Identify and develop logistic support capability for Stryker Brigade and Army ;é; ;gg
business line. Future Force concurrent with fielding of new units. (2008) e

3.3 Obtain DA recognition for FAPH role for mobilization and deployment missions
for Class V. (2006)
Maximize MWR | 4.1 Perform needs assessment (comprehensive market analysis). (2004) 7.18, 7.3.12
potential. 4.2 Transition management of hunting/fishing program to DMWR. (2006) 7.3.9, 7.3.10
4.3 Establish conference center (training building) to include lodging to capitalize on ;gi%
transient student populations. (2005) e
4.4 Increase Beaverdam Pond facility revenue by 500% over FY03 baseline. (2006)
4.5 Provide food and beverage services at Wilcox Campsite. (2005)
Sustain ability to [ 5.1 Become environmental/Integrated Training Area Management excellence 734, 755
conduct environ-|  model. (2006) 756, 7.6.3,
mentally respon-| 5.2 Inventory forest, TCA’s, Range LRAM needs. (2005) ;'g'g' ;'2?3
sible training. 5.3 Partner with private sector to reduce lead contamination on ranges. (2005) T
Preempt 6.1 Establish low-density population buffer zone as indicated by noise contours or 756, 7.6.4
encroachment. projected mission growth areas to ensure no growth in noise complaints. Buffer 7.6.7 through
zone established incrementally over 5-year period. (2008) 76.13
6.2 Integrate FAPH master planning with Caroline County master planning to
monitor/influence changes in nearby land use. (2005)
6.3 Complete land acquisition under Sustainable Range Program. (2010)
Fig. 2.2 Strategic Goals & Objectives Source: Corporate Board

of the Army uses I SR Information I1n presenting funding
needs to Congress. The I SR also provides anon-
technical evaluation of current installation readiness.

2.1b. Strategic Objectives

2.1b(1). Key Objectives/Timetables

Our key strategic goals and objectives (Fig. 2.2) arefor-
mulated by senior leaders and validated against criteria
established by higher headquarters. The objectives are
action and outcome oriented, linked to higher headquar-
ters' Mission Essential Task Lists, goals, and strategies,
and key businessresults. Goals 1 through 4 are grouped
under abroad strategy of planned growth, while goals 5
and 6 are grouped under a strategy of preservation of
capabilities and devel opment potential.

2.1b(2). Challenges/Balancing Stakeholder Needs
Our strategic goals directly address the challenges
outlinedin P.2.
Noted in 2.1a(2), we assess ramifications of business
decisions — impacts on customer groups, the work force,

neighbors, and the land Itselt. Our operating environ-
ment is predicated on having sustainable training lands,
which dictates we have to balance a host of needs and
factorsin reaching and acting on strategic decisions
(Fig. 2.3).

Our strength liesin our planning, financia agility,
and ability to react swiftly to resolve issues affecting the
customer and other stakeholders.

2.2 Strategy Deployment

a. Strategy Deployment
2.2a(1). Action Plan Development and Deployment
Action plans flow from our strategic objectives and
work related to satisfying regulatory, legal or program:
matic requirements. Tertiary plans are assessed relative
to the overall strategic plan. (Fig. 2.4) The goal isto
achieve compatibility and alignment in organizational
planning. Each plan hasits place within the big picture.
Senior |eader proponentsdevelop action plans related
to objectives. Action plans can be complicated or sim-

Fort A.P. Hill, Virginia - Where America’s Military Sharpens 1ts Combat Edge
10




Strategic Planning

CHALLENGES

Need for Facilities
Lack of Fixed Customer Base
Funding Competition
Competition for Customers
Time Factors (Jamboree)

STAKEHOLDERS

DoD/Higher HQ
Training Customer
Area Communities

Workforce
Contractors

Fig. 2.3

ple. Criteriafor developing plans are: plan must support
the objective; actions must be sufficiently detailed for
easy understanding; actions must be logical and sequen-
tial; identify partners, stakeholders, and resources; de-
fine measures of success; istimeline oriented; do not
represent alaundry list of projects.

Leaders craft action plansin concert with functional
team chiefs and subject matter experts who’ll be respon-
sible for executing the plans. Many objectives require
cross-functional information sharing and coordinated
work. Involving frontline supervisors and division
chiefsin plan formulation helps ensure buy-in.

Depending on the plan’s scope, whether geared to-
ward long term objectives requiring extensive cross-
functional or interagency work, or near-term projects
focused on pressing customer need, senior leadersre-
source work using funds programmed expressly for that
purpose or reallocated during the PBAC (re: 2.1a(2).

As organizational objectives gel under this process,
we begin deploying our overall strategic plan throughout
the organization using a multitude of communication
tools. These have included pamphlets, posters, Town
Meeting briefingsto the full work force, and reinforce-
ment at staff meetings and other forums.

2.2a(2). Key Short and Longer-Term Action Plans
Our planning impacts many programs and services with
the net effect of successful attainment of strategic objec-
tives. Figure 2.4 illustrates the planning hierarchy and
related business processes fed by the plans.

One of our most critical long-range plansisthe
Range Development Plan, which also feeds into our in-
stallation’s Real Property Master Plan. This particular
planning processis derived from Army Regulation 210
21, Army Ranges and Training Land Program (RTLP).

This program employs methodology for conducting

Balancing Challenges with Key Stakeholder Needs

alternative analyses of range needs. Each potential pro-
ject israted by applying established weighted factors
across four major attributes providing consistent rela-
tional values. The attributes are mission support, envi-
ronmental stewardship, economic feasibility, and pro-
ductivity enhancement. Army leaders use thisto com
pare each installation’ s needs and all ocate resources.

On amacro level, the Army uses the RTLP process to
achieve aconsistency in deliberations. The long view is
to leverage existing and future technological advancesto
better balance mission, environment and infrastructure
requirements within the bounds of anticipated budgets.
Our Range Development Plan also supportsthe Army’s
annual live-firetraining investment strategy guidance for
the 2004-2009 RTLP and the Army’ stransition to a sus-
tainable range program.

Key changes among our customer groupsinclude
evolving training doctrine, new technology, weaponry,
and equipment. Training with simunitions, an increasing
emphasis on shooting and moving, and both small and
large unit operationsin urban environments have re-
sulted in changes to our ranges and our training areas.
Our planning process accounts for these on the strategic
level, with action plans driving the incremental steps
needed to meet the objectives(Fig 2.4).

Our fiscal agility and cooperative relationship among
senior leaders facilitates an effective, balanced approach
of sustaining/ maintaining, and improving the installa-
tion for the betterment of our customers.

2.2a(3) Key Human Resour ce Plans

In June 2004, we opened a garrison Human Resources
R) Office, completing the IMA standard garrison tem-
plate. Some human resources support was formerly exe-
cuted centrally with staff directors managing their own
human resources initiatives. Thiswas recognized as
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ashortcoming in ACOE feedback reports and the instal-
lation seized upon the opportunity to transform this area
when IMA created the opportunity.

Action plansrelated to seasonal employee recruit-
ment and staffing plan, manpower plans, especialy re-
lated to authorized versus funded civilian positions and
strategies related to overhire positions, are now managed
in HR. Integrated plans and processes related to improv-
ing myriad HR factors, ranging from recruiting, reten-
tion, in and out processing, training, performance man-
agement and more are in various stages of formulation.

Human resources are key cost drivers that are out-
lined in virtually al PMR and PIR assessments and an
efficiency review resulted in crafting a plan for support
of the National Scout Jamboree calling for use of con-
tracted resources versus government employees.

2.2a(4). Key Performance M easures/Indicators
Fixed accountability for specific actionsis assigned to a
senior leader. Formal quarterly reviews, aswell asinfor-
mal bimonthly desk-side business reviews with Com-
mand allow project managers to brief the status of re-
quired actions. Common key measures include tinme-
lines, cost parameters, and customer acceptance (asto
sufficiency and quality).

Once institutionalized, processes associated with new
support services are subject to ongoing review for effi-
ciency and relevance. These are candidates for PIR as-
sessments, employee process action teams, and updates

based upon customer feedback and forecasted need.

2.2b. Performance Projection

We have achieved highly positive business resultsin
attracting desired military units for training, steady in-
cremental growth in the training workload relative to the
size of the potential market, our optimal usage rates, and
our human resource capabilities.

Our ability to develop action plans, resource and exe-
cute projects related to strategic objectiveswerein evi-
dence in 2004 with multiple range projects, most com-
pleted in-house, as well as the systematic creation of a
39-kilometer maneuver corridor. The complete refur-
bishment of our assault landing zone was completed in-
house with Air Force Combat Control Team survey and
certification conducted in July-August 2004.

These new capabilities are having immediate, posi-
tive effect on training customers’ combat capability, en-
hancing our reputation, and positioning the installation
for projected strategic growth.

Successin assessing and representing our customers’
needs has the installation postured to receive dramatic
improvementsin our ability to conduct urban warfare-
type training within the next three years(Fig. 7.3.4). Ad-
ditional successin tailoring facilities and studying future
Army force structures and missions has us projecting
support for the 56th SBCT of the 28th Infantry Division
beginning within the next seven years.

AnCtipVi Based Costing.M odels- Subordinate Action Plans
o B Process Reviews Key Support ~ Antiterrorism (Long Torm)

e 9 Stewardship PI’L@SSES v Physical Security (Long Term)
—CUStUOmeI‘ Value Creation M arketing v Operations Security (Short
Needs Processes Communications Term)

*Resources— The

METL Alignment

Strategic Planning

v Public Works

v Fire Protection (Short Term)

v Emergency Services

v"Advanced Acquisition (Short
Term)

v Information Systems

v Phased Execution (Short Term)

v Financial

v Civilian Training (Short Term)

“Big Picture” Related Key Plans
L eader v'Real Property
Stakeholders Master Plan
“IMA/SMC Y Range and

Training Land Plan

v Human Resources

v Sustainability

v'Integrated Natural Resource
Management (Long Term)

HDrivers
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Installation Asset Summary as Affects Customer Service

Asset Attribute/Constraint Planning Effect
Location Central East Coast — near major population centers Good

Climate Warm summers, mild winters Good

Geology Soils suitable for light to moderate training Good
Topography Moderately rolling Good - Excellent
Hydrology No major flooding Good

Regional Utilities Abundant Excellent
Regional Transportation

1. Roads Interstate, U.S., and State Routes nearby Excellent

2. Airports Major airports within 50 miles Good

3. Railroads Rail siding nearby just off installation. None on post. Fair

4. Seaports Major seaport within 65 miles on James River Fair—Good
Region Socio/Economic

1. Economy M oderate, dependent and supportive of the post Good

2. Population Sparse with minimum encroachment Good

3. Land Use Primarily agriculture and timber Excellent

Installation Utilities

Excess aquifer capacity, individual building heating and cooling
systems

Fair - Excellent

Installation
Transportation
1. Roads

2. Air

Primary roadsto all major areas are paved. Accessto all training
areas and ranges viawell-maintained roads. Some limitations with
three crossing points of U.S. Route 301.

One rotary-wing airfield, and fixed wing assault landing zone; some
rotary -wing landing pads. Limited support capabilities at each.

Good

Fair-Good

Environmental Quality

1. Air In compliance with emission standards Excellent

2. Water Limited runoff and erosion problems. Good

3. Noise Rural area-minimal noise reports—Real time noise monitoring Excellent

4, Safety Intrinsic military training risks regulated by deterrence programs. | Good

5. Vegetation Active management program in place — quick recovery Good

6. Wildlife Active management program in place Good

7. Pollution Prevention | Active management program in place Excellent

Endangered Species Program in place to protect the 5 plants and 3 animals on Federal | Good
or State threatened or endangered list.

Archeological/Historical |4 small historic sites and 74 known archeological sites are pro- Good
tected and do not interfere with training

Buildings About 453 buildings with more than 35 percent semi-permanent or | Fair
temporary construction. Modern admin facilitiesin garrison area.

Ranges 40 direct-fire ranges, 15 demolition sites, 50 indirect firing posi- Good
tions with capabilities up to Tank Table VI. Many ranges converted
to ATS.

Maneuver Areas 44,000 acres-plusin 31 separate training areas. Areas may be com- | Good
bined to enable up to 22,600 acres of unobstructed training. Some
remote camps and tenant areas could restrict free flow maneuvers.

Fig. 2.5 Installation Asset Summary Source: DPW
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3.1 Customer and Market Knowledge

3.1a. Customer and Market Knowledge

3.1a(1). Determining Customer Groups. Considering
Competitors

Noted in P.1b(2), A.P. Hill supports a broad customer
base from all military services and several non-DoD
governmental agencies. Our market assessment consid-
ers customer force composition, missions, and evolving
operating tempos, with major recent changes.

Active component units have considerable latitude on
determining where to train away from home station; Re-
serve Component units have less flexibility, especially
when it comes to major annual training deployments or
mobilizations, which are directed from organizations
such as First U.S. Army (FUSA).

Customers want to settle in quickly, train effectively,
and leave promptly upon mission completion. Our key
value creation processes are organized around their re-
guirements and governing regulations and laws.

Within these basic requirements, different customer
groups have unit and mi ssion-specific needs. Mobilizing
units have urgent needs and get priority. Reserve Com-
ponent units get priority during summer months when
they’re able to most effectively conduct whole unit, ex-
tended training. Otherwise, priority isfirst-come, first-
served, by order of schedule. Our automated scheduling
system tracks facility usage by customer (Fig. 3.4).

We employ aconsistent approach in identifying de-
sired training units for retention or recruitment. Current
customers and prospective new training customers are
evaluated at two primary levels: first within the Direc-
torate of Plans, Training, Mobilization and Security
(DPTMS) and, later, during annual strategic planning
sessions among senior leaders. Ultimately identified are
current customers who bring a high, perceived return on
investment and desired prospective customers (Fig. 3.3,

Proximity to Primary Market Area

f I - ";
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Fig.3.1 Source: DPTM S

Customer Market Assessment Process).

In analyzing existing customers, standard Pareto
principles can be applied, asin approximately 20 percent
of the customers offers the installation 80 percent of its
mandays workload. Another 20 percent offers some 80
percent of the support challenges. This category is heav-
ily weighted towards units needing to conduct non-
standard training due to unique mission requirements.

Our staff gauges support experiences to assess suc-
cesses or difficulties associated with particular units.
Most units exhibit effective leadership and management
controls; others may have difficulty complying with sup-
port requirements, resulting in costly rework or intensive
extra attention, potentially hurting serviceto all.

Staff dedicates considerable time in working with
selected unit leaders on how to help us help them suc-
ceed at having better, safer training events, meeting
those goals that will ensure a productive deployment.

Current Market Trends

Forecasted Trends

Budget constraints

M ore close-quarters combat

Steady move from EDRE to individual, squad, platoon
or company-level training

Dramatic change in Personal Soldier Weapons

Forces more heavily deployed

Brigade Combat Teams as a Strike Force

Lesstraining time available for units

Move from tracked to wheel ed assault vehicles

Greater need for live-fire opportunities

Increasing need for Reserve Components to train
with active components

Evolving aerial gunnery requirements

Increased reliance on precision weapons

Ammunition reallocations away from training to
real-world missions

Increasing environmental and encroachment
problems at military training installations

Fig. 3.2 Market Trend Analysis

Source: PAO
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We integrate these lessons

Customer M ar ket Assessment Process

into the way we help units

ready for atraining event,
developing tools designed to
facilitate their planning. Our

Segment M arketplace
*New/Existing Customer
*Active/Reserve Unit

Access Desired
> | Customer’s Potential
Available Business

dentify Desir
Customers

unit support matrix isan ex-
ample of onetool.

In assessing the total
available market and identify-

Deter mine Costs/Effort
Needed to Attract or
Sustain Business

Access Potential to
CaptureAdditional
Market Share

Access Current
Market Share

{

Qualitatively Assess
Customer’s Potential
Return on Investment

ing market trends (Fig. 3.2,
Market Trend Analysis), sen-
ior leaders gather informetion
via several methods, includ-
ing attendance at training

«Customer
Motivational
||;> Decideto Seek «Unique Selling
Business Points
«Desired

Communications
Avenues

H *Revenue
conferences, professional “Troop Project
seminars, and through per- Capability
sonal customer contact. E“{‘/?{‘;ﬁypw

We've learned that our -Unit Profile

7,

Incorporate into
Organizational
Plans

Design Marketing
Communication
Strat

training staff must stay
pluggedinto Reserve Com  Fig. 3.3

Assessment Process Source: DPTMS

ponent planning cycles. We attend workshops and con-
ferences where decisions are reached about training des-
tinations and future exercises. We provide external deci-
sion-makers with information they need to understand
installation capabilities and how we can meet Reserve
Component training goals.

Reserve Component training has been historically
important to an active duty installation such as Fort A.P.
Hill. Funds accompanying such training are used for
mai ntenance and upgrades, or new projects benefiting all
customers - active or Reserve. The funding trend for this
support shows considerable decline in recent years.

Thetransformation of A.P. Hill asan installation pri-
marily charged with supported Reserve Component
training to an installation now supporting an array of
active and joint training is largely complete. As noted
previously in P.2b, an interesting phenomenon took
place after the last two BRAC roundsin the 1990's.
Field training installations that could be considered
“competitors” were selected for closure. The forecast
projected new workload, as customers of these “ closed”
installations would train el sewhere.

However, many installations didn’t close, but were
re-flagged post-BRAC as Reserve or Guard installations.
When new business didn’t materialize, we adjusted plan-
ning assumptions and aggressively shifted strategy, tar-
geting active duty markets from all service branches.

In exploring this market component, we realized
we're not competitors with other active installations
such as Forts Bragg, Campbell, Eustis, Lee, Belvoir,

Myer, Meade, or Camp Lejeune, etc. Instead, we posi-
tion ourselves as a partner avail able to complement
training done by combat and support units, and branch
schools, at home stations. This partnering recognizes
that many places have problemswith range saturation,
operations tempo and qualification timelines, aswell as
environmental considerations hampering training. This
was in clear evidence when Fort Bragg requested our
assistance in mobilizing the 92nd Separate Infantry Bri-
gade for Operation Guardian Mariner.

This concept isintegrated into our strategic planning
(Fig. 2.2). We'velearned that partnering versus compet-
ing is abetter path to success. Unit leaders continually
laud this attribute. By building relationships with educa-
tors, schedulers and range officers at other installations,
our training staff better pinpoints where assistanceis
needed and works collaboratively on solutions that sa-
isfy big picture training needs.

Targeting the active component market has been suc-
cessful (Figs. 7.3.13 thru 7.3.16, 7.3.19).

WEe've learned, though, that active duty customers
train more frequently, but with smaller units. This can be
awork process challenge. Analysis showsit takes nearly
as much staff work to process a 100-person unit asa
1,000-person unit. Plus, full-time staff needed to runin-
creasingly sophisticated ranges increases demands on
personnel, which can impact safety, morale, and cost.

L eadership recognizes the installation cannot overex-
tend support capabilities without potential service degra-
dation. Customer analysisiscritical to ensure installa-
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tion assets and human resources are optimized for qual-
ity training support and a solid return on investment.

Our marketing effort seeksto align our customer base
with the strategic direction of the Army, while simulta-
neously designing our infrastructure and capabilities to
meet the needs of aforce in transformation. Quantitative
factors, such as mandays of training from a given unit
are considered, but qualitative factors such asaunit’s
criticality to national defenseobjectivesweigh heavier.

Additionally, our decade-plus of experience in man-
aging military support for the massive National Scout
Jamboree has created vast corporate knowledge. Plan-
ning processes and execution matrices have steadily
evolved and improved.

Finaly, recreational customers of Fort A.P. Hill,
those using the post for camping, hunting, fishing or
other pursuits are also important customers, especially
from aregional public relations standpoint.

3.1a(2) Determining Key Requirements and
Purchase Decisions.

Army doctrineisthe primary determinant in setting
training requirements and assets. Army standards are
developed for most ranges and facilities.

Fort A.P. Hill is actively engaged, directly participat-
ingin Army planning processes related to our mission
and customers. We are a member (as MDW’ s represen-
tative) of a DA G3 working group charged with devel -
oping the future force, and planning ranges and training
facilities to support that force. We have similar seats on
other boards and panels examining logistics support for
the force, such asthe Meal Board. We participatein the
Army’s Range Prioritization Board and work closely
with the Army Training Support Center (ATSC).

This enviable position allows access to top level
planning processes while being concurrently immersed
indaily support of “boots on the ground” customers
(also relevant to 3.1a(3) . We learn about emerging cus-
tomer needs, provide strategic input into planning proc-
esses aboveinstallation-level and integrate the knowl -
edge we get from that with current customer feedback
into our own strategic planning process, and subsidiary
plans related to key business processes.

We also stay in touch with customer needs by partici-
pating in the Training Support Synchronization Confer-
ence and an annual “pre-camp” conference. Tradition-
ally, this has been for Reserve units scheduled for train-
ing during the upcoming year. However, we've learned
that active force units often face the same scheduling/
deployment issues. To help them better prepare for train-

ing, we'll include them in the January 2005 workshop.

Thisworkshop features our senior leaders outlining
capabilities and offering suggestions as to how training
customers can best interact with functional staff and pre-
pare for deployment. Following presentations, key staff
remains available for personal coordination, facility
tours, or other familiarization services.

We also communicate with customers and help them
best prepare for success during scheduling meetings, and
coordination with small reconnaissance parties where
customers discuss needs and expectations with staff. We
collaborate to identify solutionsto training goals. These
processes are especialy critical with large units that will
occupy several areas of the installation simultaneously.

We integrate documented customer need with impor-
tant qualitative information and usage datato make the
case for resources and infrastructure improvements, or
changes in business process. Information is used in staff
studies, applied to weighted matrices in decision docu-
ments, and shared with teams reviewing processes.

For example, an employee team conducted an inten-
sive process review in 2003 related to how support re-
quests from non-Army units would be processed, ensur-
ing better coordination and customer service.

Our efforts have also resulted in development and ap-
proval of several strategic projects as part of acompre-

hensive range improvement program, which began in
1995 and extends through 2010 (Fig. 7.3.4).

Primary Facilities

Primary Customers

Live-Fire Ranges

All

Lanes Facilities

Infantry, Engineer, CSS

Combat Village

Infantry, CSS, Special
Ops

IAssault Landing Zone

Awaiting Certification

Prisoner of War
Compounds (2)

Infantry, Specia Ops,
Combat Spt

Adkins Drop Zone

Infantry, Combat Spt,
Specia Ops, Engineer

CS (gas) Chamber & De-
contamination Site

Infantry, Combat Spt,
Special Ops, Engineer

Expert Infantry Badge Infantry

Expert Medical Badge Medical

L eaders Reaction Course [All

Land Navigation Courses | All

Float Bridge Sites Engineers

Maneuver Corridors Infantry

Fig. 34 Source: DPTMS
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Besides military training customers, we also have
recreational customers. Customers using the post for
hunting and fishing are surveyed asto their needs and
recommendations. A Hunter Advisory Board, comprised
of customers, works directly with the Commander and
functional staff to effect program improvement.

Staff also consults with external experts, such asthe
Virginia Department of Game and Inland Fisheries or
the U.S. Fish and Wildlife Service, about waysto better
reach specific groups, such as disabled hunters and an-
glers, or to improve health and habitat.

Customers using recreational lodging or other MWR
facilities compl ete customer comment cards that track
satisfaction and generate suggestions for improvement.

Several business processes have changed as a result
of analysis and customer feedback. For example, proce-
dures for checking sportsmen in and out were greatly
streamlined. Services such as billeting, recreational
lodging management, and recreation facility check-in
was consolidated to provide more one-stop access for
potential customers, better visibility over the total 1odg-
ing picture, and efficiencies with personnel.

Our non-appropriated fund activity isdeploying a
more strategic approach to market analysis and identify-
ing additional business opportunities, asindicated in the
installation’ s top strategic objectives (Ref. Fig. 2.2, Stra-
tegic Objectives).

The BSA and the Army exhibit the quality manage-
ment principle of Kiratsu, where supplier-partner strate-
gic aliances and relationships, underscored by continu-
ous improvement, are established.

The Jamboree processis highly structured, advanced
during Interim Process Reviews (IPR) that bring parties
together with increasing frequency until execution. Im
mediately after the jamboree, performance improvement
plans are initiated. Exhaustive After Action Reviews are
conducted by al military support elements, as well as
other state and federal agencies. Issues, problems, and
successes are reconciled during joint-planning and re-
view sessions with BSA senior staff.

3.1a(3) Listening and L earning.

Asnoted earlier, we are part of the change process oc-
curring at levels above the installation by participation in
key groupsthat drive structure and doctrine. Thisre-
flects aleading edge approach toward tailoring proc-
esses and infrastructure.

In addition, we study Army lessons learned on to-
day’ s battlefields and visit schools, such asthe Trans-
portation School at Fort Eustis, to explore training solu-

tions to now-recognized operational needs. This real-
time learning, integrated with our ability to adjust priori-
ties and work schedules, as well as partner with external
customers, has resulted in new valued assets such asthe
convoy ambush live fire course and the mounted maneu-
ver livefire course, the latter built in partnership with
Navy Special Operation Command for the primary bene-
fit of East Coast Navy SEAL teams.

We stress customer service training and reinforce-
ment of a service-oriented work ethic. The full work-
force received initial customer servicetraining in 1999
(Noted in Cat. 5. 2a) and thistraining continuesin 2004.

3.2 Customer Relationshipsand Satisfaction

3.2a. Customer Relationships

3.2a(1) Building Relationships/Satisfying Expecta-
tions/Gaining Positive Referrals

Positive customer relationships are forged by the dem-
onstration of a customer service ethic among all mem-
bers of our organizational team, as aligned with our or-
ganizational values. We employ a hands-on model.

In an eraof increasingly impersonal customer ser-
vice, we value and emphasize personal accountability
and responsibility for delivering excellent support and
service. Our results reflect in customer satisfaction sur-
veys (Figs. 7.1.1 through 7.1.9).

Most customer groups reflect repeat business. In the
case of Reserve Component customers, many unit lead-
ers devel op extensive knowledge about training options
here. Correspondingly, A.P. Hill staff, through repeated
contact with specific units, also develops a more detailed
understanding of particular unit needs.

We understand, for example, that Special Operations
unitslike low profile, creative scenario events. This may
necessitate additional safety and risk analysis. Marines
often like to bivouac on arange.

We carefully build a history with units. This detailed
awareness of past needs, coupled with our knowledge of
evolving missions and training requirements, allows
staff to help satisfy unanticipated situations.

To help ensure training customers are best postured
for success, we developed and deployed a detailed unit
support matrix. This matrix outlines everything a unit
needsto do prior to arrival, when it needs to be accom
plished, and how it needs to be accomplished.

Asdeadlines near for critical actions, such as ammu-
nition forecasting, our staff callsthe customer and pro-
vides a“wake-up call” that acritical action is pending.

This personal attention prevents problems upon unit
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arrival. It also builds an awareness within key staff
members of customer units that some elements of train-
ing mission planning and preparation cannot be put off
until tomorrow. In asense, it's a teaching tool, helping
educate customers about how to be better consumers.

Our Commander takes personal interest in each unit.
Courtesy calls between unit senior leaders and our com-
mand group personnel are customary. The Commander
and other senior leaders visit unitsin the field, reinforc-
ing concern for meeting their mission support needs.
When problems are noted, appropriate, rapid correction
isthe norm. If situations warrant, the Commander per-
sonally followrups or directs other leadersto followup
and ensure situations are adapted to the customer’ s satis-
faction — obviously within safety and regulatory limits.

Indicated in P.1a, we also seek strategic partnerships
to satisfy customer needs. To overcome the inability to
fire Hellfire missiles on A.P. Hill, we established a part-
nership with nearby Patuxent River Naval Air Station to
share their range facility. Joining the regional range con-
sortium allowed usto stage Hellfire-capable aviation
units from here and fire missiles at the Navy’s over-
water ranges. This solves training dilemmas and pays off
in good will and repeat business.

3.2a(2). Key Access Mechanisms

An employee process action team recently examined the
best way for Fort A.P. Hill to manage customer contacts,
determining that DPTM S would serve as the primary
point for customer communications.

Scheduling desk personnel are key first points of con-
tact, followed by range control staff. Contacts were pre-
viously decentralized with our customer support opera-
tions organized to fit the training customer’s key mission
elements. For example, the customer’ slogistics experts
made immediate and sustained contact with our logistics
support staff before and during a deployment.

Customer feedback indicated that multiple entry
points into the organization caused extra“running
around” when beginning or ending training events. Our
goal wasto make our behind-the-scenes support efforts
as seamless and transparent to the customer as possible,
hence the change to a more focused approach, through a
designated customer service point within the DPTMS.

Our access mechanisms still stress interpersonal in-
volvement, either face-to-face or by telephone or radio
between support staff and customer. The standard auto-
mated Range Facility Management Support System col-
lects customer requirements and book facilities.

Fort A.P. Hill maintains aweb site geared expressly

to customers seeking a training destination. Links to
schedulers, training regulations, and key support staff
are available on the site to facilitate initial contacts.

3.2a(3). Complaint Management Process.
Complaints from military training customers are simi-
larly focused through DPTMS. This enables better visi-
bility over all complaints and opportunity to better ag-
gregateto learn if there may be a systemic issue or
something else causing problems to reappear in certain
service areas. Complaints arrive in various levels of for-
mality ranging from situational issues and status of fa-
cilities to concerns about processes or employees.

Verbal complaints by customers during their training
are usually fixed on-the-spot with employees empow-
ered to meet the customer’ s need as long as satisfying
the request is legal, moral, ethical, and safe.

Solutions are deployed to the internal service area
and the customer. As needed, they are incorporated into
written procedures. Complaints or substandard ratingsin
apost-training survey are followed by phone callsfrom
senior |eadership within DPTMS to detail the problem
and gather facts. Once the problem is corrected, or a
process shortfall discovered, we follow-up with the cus-
tomer to either get additional details or close the loop.

In one key process area, related to providing live fire
range support, noncommissioned officers and veteran
civilians are the primary customer interface. These indi-
viduals maintain logs of customer contacts, including
identified problems. Section leadership analyzes these
for trends, themes or other potentially systemic prob-
lems, adjusting operations as needed.

Customers also complete a checklist and survey re-
lated to their experience every time they visit alive fire
range. They evaluate the range’' s operability, mainte-
nance, and infrastructure conditions. Problems affecting
aunit’s ability to successfully complete requested train-
ing mission are usually fixed on the spot and recorded

Within MWR, customer complaints are recorded.
The manager responsible for the specific operationis
charged with investigating the complaint, ensuring cor-
rective action and following up with the customer.

3.2a(4). Approach Currency
Our approach remains “high touch.” It has proven to
yield highest satisfaction levels. However, avenues of
access are evolving as technology creates new opportu-
nitiesto share information. (See also 4.2a(3).)
Anticipated improvements are related to streamlined,
online scheduling, an ability for customersto query
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training and range database to assess opportunities, and
resource-saving options such as conducting site recon-
naissance electronically using a dedicated customer in-
terface to the geographic information system.

3.2b Customer Satisfaction Deter mination

3.2b(1). Methods and Uses

We improved our ability to learn from and document
customer concerns and satisfaction by deploying our
detailed customer survey (sometimes referred to as the
“AAR”) in 1997. The survey, completed before outproc-
essing by nearly 100 percent of key customers, evaluates
service across all critical business drivers(Fig. 7.1.3).

Previously a“stubby pencil” calculation, this survey
was improved and automated in 2004 following detailed
work by an interdisciplinary process action team.

Two versions were devel oped, based upon customer
feedback regarding the previous survey. A shorter ver-
sion, focusing exclusively on key business and support
processes, was developed for unitsthat are regular, re-
curring customers. First-time customers, or units larger
than battalion level, receive a personal visit by asenior
DPTMS representative before the final day of training.
Unit leaders are personally surveyed. Responses are
tabulated in statistical reports and narrative, qualitative
feedback (see also 3.2b(3).

Written comments are solicited when responses indi-
cate dissatisfaction. Our survey automatically adds “ drill
down” questions asking for written explanation. Very
often, these drill down areas are the ones that generate
actionable information. A specific question asks the cus-
tomer where we could improve in one area.

Completed surveys are forwarded to the Command
Group and business support areas within three days of
the unit completing training.

A quality training experience for customersis our
priority. While we track training mandays and number
of individual units, the more important indicator is
whether or not units leave having met their training ob-
jectives (Figs. 7.1.2, 7.1.3, 7.1.7).

Surveys are used to assess trends, identify process
weaknesses and strengths, and to reward or correct em-
ployee performance. Specific individuals or sections rec-
ognized by customers for exemplifying our organiza-
tional values receive recognition.

Recreational and other customers receive multiple
opportunitiesto assess service and satisfaction, espe-
cially related to lodging and food service operations.
Customer satisfaction surveys are tabulated to assess
trends. Narrative comments are noted for specific action.

3.2b(2). Customer Follow-up for Feedback.
Throughout our close interaction with training customers
while here, followed by their written evaluation and our
personal follow-up, we gain an accurate picture of where
we're succeeding and where we need improvement.

The most effective and timely way we have found to
provide prompt feedback isto call customer representa-
tives on the phone. Our prompt phone call approach not
only resultsin gathering better, specific information so
we can accurately target problems, it also demonstrates
our concern and that we do act on customer feedback.

3.2b(3). Customer Satisfaction Comparison

The customer survey covers major mission support proc-
esseswithalto5 point scale. A rating of “1” reflectsa
poor experience, while arating of “5” means the experi-
ence was excellent.

Additionally, we ask customers to compare us against
other install ations/locations where they have trained,
rating usfrom “Best” to “Worst.” Rated service catego-
riesinclude: courteous customer service; timely re-
sponse on issues affecting training success; staff avail -
ability to discuss specific training needs; and overall
training support. This system helps us understand how
we're doing relative to othersin similar businesses.

We also seek to discover which service support proc-
esses are most important to customers, asking them to
rate these processes as critical, important or non-
essential. We can then correlate our rated performance
with the critical areasto assess performance.

Other tools we use to assess performance against
other installations, including those considered best in
class, are the Installation Status Reports, reviews of
ACOE finalist and winner nominations, and regional
rollups of key performance management data.

3.2b(4). Currency in Satisfaction Deter mination

WEe' re successful only to the extent our customers' train-
ing events are productive and safe. We closely match
our approaches to determining customer satisfaction
with our professional requirement to stay abreast of
training doctrine and weaponry changes that affect our
military community. This direction, coupled with cus-
tomer feedback, allows us to tailor our plans, processes,
and satisfaction measurement toolsymethods with current
needs and projected market/business changes.

We readily compare our approach to doing business
with other installations and decision makers involved in
training Soldiers for conflict -- cross feeding good ideas
and solutions prof essional-to-professional .
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4.1 Performance M easur ement

4.1a. Performance M easur ement.

4.1a(1). Data Collection and Integration

Fort A.P. Hill’ s processes for managing data related to
daily operations and assessing performance across our
key business drivers have steadily evolved and matured
over the last decade. Information and data now supports
reporting requirementsto IMA, as well as monitors
trends and results within our business areas.

We've evolved from avery-detailed Installation
Management Action Plan model, to a pared-down Infor-
mation and Analysis format, to a semi -annual Perform-
ance Management Review (PMR) that looks at key mis-
sion support areas linked with our METL and aligned
with the METL of higher headquarters(Figs. 4.1, 4.3).

A Plans, Analysis and Integration Office was estab-
lished last year to serve as the synthesizer for garrison
operations as a business unit, help roll out full use of
activity based costing and oversee the PMR process.

We use a combination of measuresto derive an over-
all assessment, ultimately assigning a standard “red, am-
ber, green” rating system for major business processes
and support areas. L eadership reviews strategic indica-
tors, areas where senior management assistanceis
needed, or command priority focus items. Process own-
ers and subordinate plan proponents still track perform-
anceindicators that are more “ detail ed-oriented.”

Senior |eaders prepare weekly snapshot reports re-
lated to key value creation and “ business-to-business”

processes -- primarily where one staff agency services
other internal customers versusthe external training cus-
tomer. Contract status, human resources, and informa-
tion management progress reports are examples of these
informational products used by management to track
work, identify issues and make decisions.

Indicated in 1.1c(1) and 4.1b, our integrated approach
to performance management includes a Productivity I m-
provement Review (PIR), which provides a mechanism
to systematically assess business processes and enable
decisions about how work is organized and resourced.
(system outlined by examplesin Figs. 4.3- 4.6) This
augments other process action team work

Review participants are from all organizational levels.
Focusing cross-functional teams on specific problems,
and collecting and evaluating data, has allowed for
breakthrough recommendations related to improvements
in timely, high quality support and cost effectiveness
(Fig. 7.2.7)

4.1a(2). Sdecting and Using Compar ative Data
Process owners and planning proponents assembl e data
collection plans for monitoring and measuring their
business results. Some data collected for analysis are
based on Army goals and standards while other data are
collected to monitor areas in which problems or ineffi-
ciencies have been noted during past reviews.

The standardized Army ISR process (Ref. Cat. 2.1a
(2) al'so generates review and analysis of services, envi-
ronmental compliance, equipment and infrastructure and
provides useful datain the strategic

- - planning process as well as per-
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Fig. 4.1

METL Crosswalk that Precedes Metric Analysis
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owners, including human capital, financial, and strategic |4

infrastructure reports. Rollups at headquarters beginning
in 2004 will allow comparative analysis and the system:
atic identification of innovative installations.

Most existing performance measures are rated against
Department of the Army goals and standards, and cur-
rent and past ACOE winners. Where applicable, we so-
licit comparative data from similar installations whose
basic business processes and customer support require-
ments approximate our mission.

Additionally, we examine how other organizations
measure data, including an annual comparison against
winners of the Baldrige National Quality Award, via
participation in non-DoD workshops related to designing
and delivering world class service and support.

Business ‘ - ‘ METL

Program Management Reviews In
Baldrige and Battle-focused Environments

Processes

PIR

(process maps)

Performance MeasureS//

(dashboard)

Business Results

Fig. 4.2 Reconciling M easur ements
4.1a(3). Performance M easurement Currency. design work within the PIR. (Fig. 7. 2.7)

Senior leadership conducted thoughtful analysisto rec-

We analyze our programs as they relate to customer

oncile and integrate the METL model with the business  mission support, regulatory compliance, financial man-
process model outlined by APIC and the Baldrige Crite- agement, and organizational effectiveness.

ria (Fig. 4.2). Senior leadership business reviews, via

Organizational factors include many elements also

bimonthly functional reviews and the broader PMR, rated through the ISR, especially facilities and infra-
consider the relevancy of current measures against the  structure components, as well as human resources—
objectives and broader goals contained in the strategic namely right amount of people doing the right work.

plan, subordinate action plans, and interest areas identi-

Our financial analysis helpsensure effective, legal

fied by IMA and the Senior Mission Commander. obligation of government funds, and initial allocation
and reallocation in a manner both strategic and prag-
4.1b. Performance Analysis (See 1.1b linkage) matic. Financial measurements are critical indicators

4.1b(1). Supporting Perfor m-

ance Review/Planning METL Task 1.0: Exercise Command and Control
Senior leaders at functional lev- Supporting Task 1.1: Direct the Efforts of the Garrison Staff

elsanalyze their performance,
pulling datafrom surveys, data

Status

Trend Range Serviceability

management systems, and re-
ports from section leaders, as
part of the process for develop-
ing information for senior man-

bove
ke
bove
ke
) Pow
WL

agement review. Where appro-

priate, thislevel of analysisin- GREEN - 85% or more
AMBER - Less that 85% down to 60% g

cludes coordinating and correlat- DA Goal
ing data/information from other Red - Less than 60%

0%
P
0%

B0

FY@ FYGB  FYCH(IQTR) FY 04 QTR

functional areas within the stan- || Resources: _
dard Ol’ganization Stovepi peS -110% increase in FY 04 funding
recognizing much of the work is

< -Increased funding will sustain/improve overall serviceability 3. Use installation tools to develop &
cross functional. -CONCERN: Stratety 2 — AMRP did not provide $500K for OMA prioritize projects
Thisincludes organizaliongd construction of MPMG/Sniper Overlay 4.  Actively participate in installation

performance review across typi- -Average sustainment/operations funding from previous 3 years - weekly maintenance meetings

$325K

cal fronts such as operational,

-FY 05 projected funding maintains FY 04 increase

Strategy to improve/sustain:
1. Validated Range Development Plan

2.  Continue to secure future range
modernization projects (MCA)

5.  Schedule semi-annual Range
Maintenance periods

organizational, and financial as

well as more detailed process Fig. 4.3

Our performance analysis delves into multiple dimensions our processes.

Quad Chart Analysis Source: DPTMS

Fort A.P. Hill, Virginia - Where America’s Military Sharpens 1ts Combat Edge

21



Measurement, Analysis and Knowledge Management

ABC MODEL PROCESS |
DIGGING PERMIT

User Contacts

®

DPW Initiates Permit

‘ User Identifies Dig
Per Customer Input
‘

Requirement

Figs. 4.4,4.5,4.6 ProcessAnalysis Source: DPW
These charts |eft and below represent the systematic
process review of many sub-processesin order to con-
serve resources and/or improve customer service. This
type of analysis occurs with processes of varying de-
grees of complexity. Fig. 7.2.7 shows aroll-up of
processes analyzed in last 18 months.

Dig Permit
Process

Business Results

User Performs Dig
Operation — Returns
Permit for Close Out

®‘t_

« Improves process
Permit Routed| for customer
Thru Staff « Reduces manpower
@ ' exerted on non -

productive tasks

Process Analysis Recommendation

Conclusion: 1) Reduces non-productive work; 2) Faster
turn around time; and 3) Customer Friendly

Recommendation: 1) Prepare GIS Maps (layers) of areas
known to have no utilities present; and 2) Make maps
available via website to customers with future digging
needs.

® « Customer can
ISR Rating proceed from step A
Permit LPJrovided to Loetsvfleepefs"‘t”et::“t n
Jser
Process Cost Analysis
TASK COST
A — Customer/DPW Interaction (15 min/permit x
$13.07/hr) $ 3.27
B — Processing Permit (Admin, Map Generation) 19.04
C — Routing Permit (Includes non-DPW staff) 87.52
D — Provide Permit to Customer 3.27
E — Close out of Permit $ 1.09
Minimum cost of Permit $ 114.19
Total Number of Permits Issued/year (est.) 140
10% are No-action Permits (no markings produced) 14
Cost Savings per year (14 x $114.19) $1,598.47

with the preponderance of money expended in labor
categories. Very little SRM funding isin our budget.
What exists is weighed against an approved execution
plan tracked closely throughout the fiscal year. Phased,
but accelerated execution of programsis critical during
these years of funding uncertainty and has been desig-
nated a priority (Figs. 7.3.1- 7.3.3)

Deploying our quarterly organizational budget re-
views and our Project Review Board, we learned how to
better integrate strategic goals into these processes, mak-
ing sure reall ocation of resourcesis first examined for
potential satisfaction of documented strategic need.
Managersidentify savings generated in executing line
items or by decisionsto delay execution. Command au-
thorizes reprogramming of non-pay funds to execute
against strategic needs or unforeseen requirements.

We analyze financial indicators within Morale, Wel-
fare and Recreation programs. Revenues are monitored
with net income before depreciation an important meas-
urement (Figs. 7.3.10, 7.3.11) tracking the viability of
individual operations and overall program health. A ma-
jor review of MWR operations took place in the last two
years. Comprehensive analysis of key business areas
resulted in many organizational and process changes.

Thistransformation continues with business results

beginning to show consistent positive results, with
some categories leading in regional assessments.

A key service supplier, the Directorate of Informa-
tion Management analyzes workload based on two pri-
mary customer groups: automation and telecommunica-
tions. Satisfaction ratings for service calls related to
automation problems are tracked via an emailed post-
service survey (Fig. 7.1.9) and financial trends related to
telecommunication are assessed (Fig. 7.3.7).

A significant challenge, noted in P.2b, isthat re-
sources we're provided for base operations are based on
an inflexible DA funding model that doesn’t account for
the 1,628-person average daily training load. The model
uses Army Stationing Installation Plan cal culations for
garrison and tenant permanent strength to determine
funding needs for base operations. By documenting data
and using our analysisto press our case, we continueto
make Army |eadership aware that the funding models
for base operations do not fairly represent our workload.

Other analysis shows training trends are up for active
units, while slightly down for Reserve Component units.
Reserve Component elements are supported with funds
(that have been trending downward) provided through
the National Guard Bureau or the Army Reserve Com-
mand. Army active component training customers don’t
bring funding. Getting credit for active duty training,
with corresponding funding, is an ongoing effort.

We feed installation-level analyses, aswell asthose
conducted by higher headquarters, into strategic plan-
ning efforts (Fig. 2.1). Infrastructure and major business
process changes, are based on specific analysisand
documented customer requirements. Our analyses are
integral in aligning strategic direction with documented
and projected customer need and are used to provide
documentation as the Army updatesits Master Range
Plan and Range and Training Land Development Plan.
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Experience proves that providing higher headquar-
ters, aswell asthe leadership of the critical boards and
panels on which we participate, with a data-driven, fact-
based analysis of strategic needs consistently resultsin
greater successin attracting support and funding (Fig.
7.3.4 Range Development Program).

4.1b(2). Communicating Analyses Results

In most instances, performance analysis reflects aloop.
Initial assessments are conducted by staff directors sup-
ported by employee work teams or functional specialists.
Itisasimple, straightforward process.

Having recommendations crafted at work group level
for businessinitiatives or changes to major processes
resultsin early buy-in where the rubber meetsthe road.
Senior leaders then advance proposal s using the various
mechanisms available, including the Corporate Board
and Strategic Planning Board. There, the collective ex-
pertise of the board and/or senior staff is brought to bear,
with the initiative measured the “big picture.”

Information is validated and used by senior manage-
ment to make decisions and resulting changes to busi-
ness operations, or simple leadership feedback, is com
muni cated back through the organization.

Among details settled by senior leaders are how fu-
ture progress will be measured, timelines (if required)
and resourcesto be allocated.

The scope and breadth of the issue under analysis
correlates to the scope of the communication effort. The
key consideration in the communication processisthe
relevance, usefulness of the analysesto the broad or-
ganization. We do not use a shotgun approach when a
precision approach is more appropriate to the target au-
dience. Communication can range from specifically-
designed educational products for a certain work center,
to news/feature articles in employee publication, to full
garrison Town Meetings, where employees can directly
pose questions to senior leaders.

4.2 Information and Knowledge M anagement

4.2a(1). Data/lnformation Availability
Fort A.P. Hill employsavariety of toolsfor sharing rele-
vant data and information with a number of constituent
groups. From the technological end, arobust network,
accessible to all employeesis available. Detailed materi-
als, such as those used in decision-support packages, that
are too large for electronic mail are often maintained on
one of several shared drivesfor easy access.

Employees, primarily trades personnel such as car-

penters, whose work takes place primarily in the field
have access through central computersin their main
shop. All employees with computer accounts are regis-
tered with access to the Army Knowledge Online portal,
which provides them awealth of information about
Army issues, palicies, direction and more.

Our public website contains information external
customers use in assessing facilities for training events.
Methods are under consideration for bonafide military
customers to be able to access and query our database to
assess availability of desired assets, and then schedule
training electronically.

Information designated for the website undergoes a
clearinghouse process where it is evaluated , then ap-
proved, rejected or modified. A single-point web access
viathe Public Affairs Office ensures homogeneity and
security of the site and its information.

Targeted information is also delivered to avariety of
constituencies, including civic, business and governmen-
tal groups, through the Public Affairs Office.

In keeping with our preferred interpersonal style of
doing business, considerable information sharing takes
place during face-to-face or telephonic meetings with
our service suppliers. Customers have been represented
in project teams looking at modifying business practices
or some aspect of organizational realignment.

A common, but extremely important, technique we
employ for managing major events or issuesisthe In-
Progress Review (IPR). Thisis where all the key players
associated with an event come together, either in person
or viavideo-teleconference, to share data, assess pro-
gress and explore solution options. One of our most visi-
ble examples of thisisthe National Scout Jamboree.
These IPR'’ s are agenda driven and targeted to milestone
pointsin preparation for the Jamboree. The number of
stakeholders in attendance increases in proximity to the
nearness of the event.

4.2a(2). Har dwar e/Softwar e Reliability/Friendliness

A dedicated team of information management tech-
nicians provides 24/7 network surveillance, information
vulnerability assurance compliance, and performance
management. This centrally-located team can remotely
assess and fix most situations, as well as*“push” security
patches during non-peak hoursto ensure reliability.

At the macro level, the Army Computer Emergency
Response Team works with key industry software and
operating system providersto detect viruses, security
vulnerabilities and to deploy fixesto thefield.

Another team, assigned directly to A.P. Hill, assists
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with hardware and software installation, troubleshoot-
ing, and assisting with secure transmissions. Employee
issuesinvolving hardware or software problems are re-
corded through a“Help Desk” that assigns atrouble
ticket, dispatches assistance and follows up with custom
ersto ensure satisfactory service (Fig. 7.1.9).

Our hardware and software is Army approved and
available through established Army or GSA contracts.
Before individual software or hardware purchaseis au-
thorized, it's certified through our Information Technol-
ogy team. It’ s assessed for interoperability and compati-
bility with the existing hardware and software.

Commercial off-the-shelf (COTS) products, such as
Microsoft Office for example, are the norm. When spe-
cialty applications are needed, we employ the extensive
research and development work of established vendors.

Employees regularly receive training on Army or
Command-wide applications. Individual training on soft-
ware designed to fulfill unique or narrow business needs
isusually left to the individual user and supervisor with
such training needs identified in the Individual Training
and Development Plan (Reference Cat. 5.2).

4.2a(3). Currency with Business Needs/Directions
We follow Army requirements with standard five-year
warranties. However, we track system and component
life cycles, and program for life cycle replacements.
These life cycles may be established at NETCOM level.
GSA contracts are set based upon analysis of effective
life cycle and procurement contracts for volume pur-
chases of hardware and software are leveraged.

In terms of timing life cycle replacements at garrison
level, we factor in mission requirements, the technology
tools currently available, and then make cost-benefit de-
cisions as to whether upgrades are feasible or desirable.
We're small enough that these business decisions can
often be evaluated on a pure case-by-case basis.

Our internal service supplier, the regional Director-
ate of Information Management, stays abreast of hard-
ware and software solutions and offers practical solu-
tions to customer requirements. They do this by compar-
ing notes with industry, Army counterparts, vendors, and
associates, as well as reviewing newsitems and trade
journals as they apply to current needs and missions.

Increasingly, customers at the user end of the process
are more educated about technological tools that can i m
provetheir business efficiency and effectiveness and the
DOIM readily accepts customer input and review when
considering requirements.

Many business areas employ an Army standard sys-

tem. Theseinclude the Range Facility Management Sup-
port System (RFMSS), several |ogistics management
systems, and financial systems. Ascustomer data/ train-
ing schedules change within the system, the DPTMS
immediately advises al relevant support activities.

Weroutinely volunteer to be atest bed for new sys-
tem trials, enabling our work force to play integral roles
in shaping new system capabilities and affecting end-
user experience at the Army level.

4.2b. Organizational Knowledge
4.2b(1). Managing Organizational Knowledge

Gathering best practices isaresponsibility that can
manifest at any organizational level. Functional senior
leaders are responsible for monitoring their environ-
ment, keeping professionally current and identifying
best practices, emerging trends and carrying that infor-
mation to the organization where it can be used in strate-
gic decision making.

For example, our logistics staff employsthe IMA/
NERO Log Share system and the Logistics Transforma-
tion Agency siteson AKO. These crossfeed best prac-
tices, best value ideas, and keep organizational practitio-
ners current with emerging trends.

4.2b.(2). Ensuring Critical Properties

We continually validate information available to cus-
tomers and the workforce for currency. Thisincludes
information on our website, in regulations, and market-
ing products. Internal policy letters, operating instruc-
tions and the like undergo aformal review process at
specified times, evaluated for applicability and currency.

Automated systems are protected by a multitude of
firewalls, secure servers, password, and encrypted sys-
tems depending on information sensitivity level and
need of customers and employees to access the informa-
tion. Anincreased emphasis on PKI/Common Access
Card deployment with digital signature capability, as
well as encryption for many cardholders resulted in Fort
A.P. Hill being among the first in the Army to achieve
success with thisinitiative (Fig. 7.4.3) .

Employees are trained and certified on automated
system usage and limitations. Installation policy letters
and operating plans outline specific responsibilities re-
|ated to communications and operations security. These
plans are developed using a staff coordination process
and deployed to the work force via staff sections.

Staff directors develop stringent management con-
trolsto ensure regulatory and legal compliance, as well
asvalidity and reliability of data and attendant decisions.
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5.1 Work Systems

5.1a. Organization and Management of Work

5.1a(1) Promoting Empower ment and Innovation
WEe're organized traditionally into line and staff func-
tions assigned to carry out the work processes. Agencies
such as Emergency Services are based on amilitary rank
model, while other directorates have the standard man-
ager-supervisory -non-supervisory model. Cutting across
this standard hierarchical structure, though, isan empha-
sis on using cross-functional teams to tackle specific
projects and work problems. Our design charette process
is an excellent example.

Such teams are common within the Directorates of
Plans, Training, Mobilization and Security, and Public
Works, especially for work involving range rehabilita-
tion or construction.

Contract employees are integrated into the work
structure, working alongside government employees.
They are considered part of the Fort A.P. Hill team and
usually participate in teambuilding functions, installation
events, and decisions affecting garrison quality of life
and performance improvement.

Every team member is “empowered to find and i m-
plement systems within their sphere of responsibilities
that improve the capabilities of our post.” That charter,
quoted directly from the Commander’ s published com-
mand philosophy, reinforcesa“can do” culture recog-
nizing innovation and professionalism.

Our workforceis small, one deep in many positions.
Except for afew support services, we manage the gamut
of operationsfound at larger garrisons. Creativity, dedi-
cation and cooperation are critical in mission success.

Jobs are structured for the proficient generalist to get
experience across arange of duties. When possible, peo-
ple are detailed into positions offering career-broadening
experience. This facilitates mission accomplishment and
furthers employee devel opment, hel ping people ready
for promotion opportunities or other growth. An interest-
ing benefit isthat the person who is “fresh” to the proc-
ess often sees alternative ways to perform seemingly
routine processes. (applicable to 5.1a(2) and (3).

Many directorates and staff offices have employees
representing (at least) first-line supervisorsinvolved in
staff meetings and other forums where information is
shared. The minutes from the garrison’s senior |eader-
ship meeting are distributed throughout the organization.

Surveys show (Fig. 7.4.9) most employees feel they
have ample opportunity to share ideas for improvement
with their supervisors. This participation and subsequent

sharing of ownership in decisions fosters the teamwork
and cooperation needed to do the job, whether develop-
ing agrass cutting plan or renovating a grenade range.
Both organizational and individual milestones are de-
signed to drive high performance. The individual mile-
stones, outlined in the employee’ s performance support
form (DA Forms 7222-1 and 7223-1) are normally based
on knowledge of past performance, assessing current
goals, and organizational needs. Timetables are usually
assigned. Managers and supervisors al so use a support
form, completed in participation with the employee,
which outlines performance expectations, as well as
“personal commitments” expressed by the employee.
Key objectives within these |eadership support forms are
focused on advancing organizational strategic directives.

5.1a(2) Capitalizing on Diverse |deas/Cultures

Fort A.P. Hill brings together individuals who've had
years of experience within DoD, other federal agencies
and the private sector. At the macro level, all members
of the garrison team attend facilitated group sessions
under the Consideration of Others program. Topics and
discussion are designed to draw out these diverse per-
spectives and expose employees to different ways of
looking at an issue (Fig. 5.3).

Within functional directorates, leaders assess their
employees’ backgrounds and experience, looking for
opportunitiesto tap expertise and skills for the benefit of
the broader team. For example, our Directorate of Emer-
gency Services capitalizes on the previous experiences
and training police officers and firefighters have re-
ceived from other assignments. Officers share the good
ideas and training they received in previous assignments
and jurisdictions. Management eval uates suggestions
and finds ways to implement the best ideas.

We take advantage of the fact that our customers
come from throughout the world and actively engage
them to ask their opinions of current processes and their
forecast of future needs. Our customer’ s post-training
AAR also helps document suggestions for improvement.

We cultivate relationships with service providers,
local and national vendors, review trade publications and
attend trade shows, or sponsor seminars here, in an on-
going effort to capture best practices and future trends.

5.1a(3). Effective Communication/Skill Sharing

We employ awide range of formal and informal means
to share information. Among the basics, we stage a
structured, weekly staff meeting, not only to update the
Commander, but also cross-communicate between direc-
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torates on current and future projects and issues. The
staff notes are collated and sent for distribution within
each directorate. In addition, each director, when neces-
sary, meets face-to-face with fellow directorsto plan and
facilitate cross-functional work.

Regular off-sites away from the immediate work
area, targeted on strategic planning, promote teambuild-
ing, communications and cooperation among senior
leaders. Within service and support areas, we make ex-
tensive use of written standard operating procedures, and
employ “train the trainer” when possible to maximize
sharing of knowledge. Town Meetings for the full garri-
son and targeted communications through the Up &
Down the Hill newsletter are among the broader brush
methods of sharing information.

Encouraged use of shared drives throughout the in-
stallation places knowledge and data at the fingertips of
those who need it. However, the emphasisis on personal
dialogue and circumspect use of email.

In the end, the desired atmosphereisone TEAM
comprised of aligned areas of responsibility and not an
installation composed of different directorates(Fig. 5.1).

We examine not only communication methods, but
also organizational relationships and physical arrange-
mentswith an eye on easing the sharing of timely infor-
mation related to the work and for customers to access
services. An excellent example involves the reorganiza-
tion of the Community Activities Center and the meld-
ing of functions previously considered disparate into a
more cohesive cross-functional work team able to satisfy
amuch broader range of customer needs.

5.1b. Employee Performance M anagement System
Asnoted in 5.1a(1), at the beginning of each annual rat-
ing period, employee and supervisor design a perform-
ance plan for the upcoming year. The plan focuses on
customer support and strategic goals. Employees are
counseled at |east twice during the year. The objectives
are to achieve mutual understanding about how well the
performance plan is being implemented and make any
adjustments to reflect changed requirements or other
factors hindering success.

Employees who consistently exceed expectations laid
out by the performance plan are often rewarded with
monetary awards, quality step increases (QSI awarded
via competition before an employee board) time off, or
other recognition at the end of the rating period. In addi-
tion, incentive awards are routinely made for employees
demonstrating new ideas, improving business practices,
or performing ajob exceptionally well.

Command makes timely completion of performance
ratings and counseling a priority, resulting in high per-
centage of achievement in this areafor several years.

When necessary to effect quality mission support, we
use any legal, available mechanism to ensure we set up
compensation systems recognizing quality. Related to
5.1c, when confronted with challenges associated with
meeting force protection requirements, we researched
and obtained approval for a SSR (specia salary rate) to
the usual pay scale for DA police officers. Thisin-
creased police officer pay by approximately 20 percent.
In turn, we obtain a higher quality applicant, which re-
sults in a more motivated employee.

“Build a Team Member; Maintain the Team”

T rain

Individual Development Plans
On-Post & Off-Post Training
“Consideration of Others”

E valuate
Enhance Ongoing Feedback
Sl Counseling

Performance Reports

Cross-
Functional
Work Groups

Advance
Strategic
Vision

A wards for Stellar Performance
Commander’s Coin of Excellence
QSI and Other Monetary Reward
“Atta-Boys” / “Kudos & Heroes”

Welcome

Fair

Selection Sponsor ship

A

S — M entor
M _Bn etr x'gﬁ Efficient oimmanid “Train the M Be a L eader
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Fig. 5.2

5.1c. Hiring and Career Progression

5.1¢(1) Identifying Characteristics and Skills

The work processes in which an employee will partici-
pate drive the personal characteristics and skills a person
ideally must possess to be successful with the job. For
example, in areas where employees work directly with
military training customers, the ability to effectively
manage customer requirementsis critical. Our civilian
employees working with soldiers on live-fire ranges, or
directly interfacing with them on training facility or
campsite needs, are often military veterans or retirees
(Fig. 5.2). They bring desirable traits, understanding
customer requirements, anticipating needs and commu-
nicating using the customer’ s vernacular.

Senior leaders and first-line supervisors carefully craft
position descriptions and classification factors that best
meet process requirements. Skills are identified that will
not only meet current needs, but also projected needs.

A number of team member positions are required to
have incumbents sporting relevant previous training and
experience. In addition, attributes, such as the ahility to
work independently, decisiveness and resourcefulness
arecritical at aplace like A.P. Hill, when customer
needs can be pressing and time sensitive in the field.

5.1¢(2) Recruit, Hire and Retain

Positions are recruited and filled using established
recruitment techniques and processing support viacen-
tralized civilian personnel system. These service provid-
ers ensure applicable OPM and DoD regulations are fol -
lowed throughout the process.

Employees are recruited using the position descrip-
tion and 3-5 specific KSAs (Knowledge, Skills & Abili-
ties) developed by the supervisor. Aninterdisciplinary
panel usually conductsinterviews, especially for senior
or supervisory positions. Consistent, validated criteria
are used to fairly evaluate applicants. This process helps

validate candidate skillsbeyond the written application
and strengthens the likelihood that the applicant isthe
best match for the position.

Infilling positions, our approach also includes an ef-
fort to make best use of the ability to hire term and tem-
porary employees using reimbursable funding, such as
that provided for the NSJ or Reserve training support.
We identify and recruit candidates for these positions
with an eye on individualswho'll be assets beyond the
scope of the limited position for which they’re being
hired. The result has been a number of these individuals
transitioning into permanent positions with their skills
and experience remaining with our workforce.

Seasonal employees aretraditionally hired by adver-
tising positions through local job announcements or
through our partnership with local schools.

Noted above, we structure special pay rates and offer
incentives, such as paid permanent change of station
moves, for positions deemed critical to organizational
success. This helps attract and keep people who have an
excellent cross section of training and experience. They
typically help the flow of new ideas covering proce-
dures, equipment, and training.

New employees receive an orientation that includes
discussion of our mission, vision, and values, and a tour
of the installation that emphasizes our commitment to
our core customers and the role each individual can play
in helping attain the organizational vision.

5.1¢(3) Succession Planning/Career M anagement
Succession planning within a snmall garrison can be easy;
allowing succession within timeframes that meet career
expectations of talented, aggressive individuals can be
another story. Civilian workforce turnover islow, aver-
aging just 7.5 percent annually in recent years.

To prepare team members for additional responsibil-
ity and leadership roles, we detail and temporarily pro-
mote employees to positions of more responsibility both
inside and outside their usual directorates.

With aprimarily “one-deep” work structures, back-
up expertiseis essential. Crosstraining ispracticed in a
number of key support process areas. Our goal isto en-
sure “one deep” doesn't equate to “dead end.”

Functional areas affording growth within a specific
specialty, such as resource management, develop long-
term training plans for each position. Plansidentify core
training and prioritize specialized training needed to pre-
pare for each higher-grade. In areas with more rigid
command and control responsibilities, Emergency Ser-
vices for example, we develop leaders via a combination
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of training (both formal classroom and on-the-job) and
temporary assignments to supervisory positions. In the
case of branch chiefs, the provost marshal and thefire
chief alternate duties, filling in for the director when ab-
sent. In addition, during exercises, we frequently assign
subordinate personnel duties as the acting supervisor,
especially asthe on-scene incident commander.

5.2 Employee Learning and Motivation

5.2a. Employee Education, Training, Development
5.2a(1) Contribution to Action Plans/
Human resource factors are considered in the devel op-
ment of our overall strategic objectives(Fig. 2.2).
Trained employees are integral to successful achieve-
ment of action plans. Action plans lay out specific tasks,
often requiring steps to be performed by people possess-
ing specific skills or knowledge.

5.2a(2) Addressing Key Organizational Needs
Establishment of an installation Master Training Process
was a key strategic objective from 2003.

Part of this process involves assessing current train-
ing levels of all employees on the TDA and matching
them with the Army Training, Education, and Develop-
ment System (ACTEDS) requirements, aswell asthe
Civilian Leadership Development Program. We then
ensure all employees have an Individual Development
Plan (IDP) and that this document captures requisite de-
velopmental training, aligning with organizational needs
and the garrison's METL.

An Installation Training Committee, which meets
quarterly, iskey to this process. This group assesses
prior training for effectiveness, looks at planned train-
ing, and entertains staff recommendations for training
that could be beneficial garrison-wide. The committee
has representatives from each directorate, aswell asthe
Deputy to the Commander. They review the Master
Training Plan, which isfocused more toward individual-
ized training — specific people matched against specific
courses with the objective of ensuring they are best
trained for meeting job needs and professional growth.

The DPTMS serves as the clearinghouse for training
and compiles data as to the extent of training taking
placeinstallation-wide (Figs. 7.4.6, 7.4.7).

Regulatory training receives priority. Individuals re-
quiring job-specific training at distant locations forecast
temporary duty and budget accordingly.

Additionally, many work processes related to the cus-
tomer in the field have safety risks. Our emphasis on

saf ety-related training hel ps ensure our action plansare
successfully met with minimal safety impacts.

5.2a(3) Employee | nput—Education & Training
Training deployment is partly negotiated between em-
ployee and supervisor, with some mandated by com-
mand to meet specific service or skill requirements.

During the IDP process, each employee commits to
professional and personal goals. Individual needs are
aligned with the needs of the organization. Employees,
staff offices and directorates use professional develop-
ment guides appropriate to their career field, among
other resources, in crafting the IDP. For example, our
Directorate of Resource Management follows recom-
mendationsin the Comptroller Accreditation Handbook.

Public Works identifies technical training needs us-
ing the “Purple Book” from the U.S. Army Corps of En-
gineers Professional Development Support Center in
Huntsville, Ala. Coursesrelate to skills such as master
planning, real property, design, construction safety, etc.

Directors and supervisors discuss training with em-
ployees upon its conclusion. Employees offer recom:
mendations regarding worth to others within the office,
or the entire garrison.

5.2a(4). Delivery/Evaluation of Education/Training

Training needs are met via several primary methods:
1) employee attendance at a course conducted away
from the duty station; 2) distance learning, involving
web-based, often interactive courses of instruction; 3)
on-site with instruction geared toward an individual or
small group all the way to garrison wide.

Fig. 5.3 outlines the primary training modes delivered
on-site and crosswalks them against targeted organiza-
tional values.

On-site training has proven cost effective when ap-
plicable to many employees. Instead of sending indi-
vidualsto distant locations, we bring courses to the
workforce. This centrally funded training may be con-
ducted with an instructor or team on station, or may be
internet or video teleconference based. At its most per-
sonal, thetraining is desk-side. In an environment where
automation constantly improves or is updated, thistype
of training is key to keeping employee skills current.

When current employees have expertise or strong
interests in specific areas, they lead in-house training
sessions. Business process improvement, stress manage-
ment, IMPAC card procedures, safety, communication
confidence, and effective techniques for better admini-
stration, are examples of thistype of training.
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A key benefit of staging
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mediately and to train others
who have a use for the skills.
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ees recently obtaining new

skills and knowledge are asked to share that information
with fellow employees. Where applicable, performance
plans are adjusted to incorporate new skills and any new
responsibilities associated with having those skills.

5.2a(6). Evaluating Education/Training

Employees complete course critiques, which are com-
piled and shared with instructors and organizational
leaders to assess short-term course interest and effective-
ness. Senior leaders monitor employee performance
relative to the training and offer suggestions to the train-
ing committee when it is obvious that employees learned
valuable information that is integrated into better job
performance or, conversely, when training seemed to
have negligible benefits.

Where appropriate, customer ratings of service are
factored into employee performance ratings. Addition-
aly, feedback received directly from peers and subordi-
nates can also be used to evaluate the impact of training.

5.2b. Motivation/Career Development

Command underscores the val ue each employee brings
to our mission, setting expectations quality service. This,
aong with knowledge that customers evaluate virtually

every aspect of performance, are motivators for employ-
eesto develop full potential.

Flexible work schedules and judicious use of over-
time helps compl ete the mission and improve employee
morale. Newer concepts, such as telecommuting, are
being explored. Programs ranging from partial tuition
assistance to full funding for job-specific courses are
available. Other available motivational toolsinclude
monetary awards, salary increases, Commander’s coins,
time off awards, |etters of appreciation, certificates of
appreciation from units, employee/manager of the year
awards, and temporary promotions when possible (with/
without pay). Employee recognition programs, including
most awards, are focused on achievements in customer
satisfaction. Thisreinforces that hel ping customers suc-
ceed allows employeesto succeed.

Recognition is bestowed publicly, in front of peers or
the workforce at large. As appropriate, recognition is
also carried in the post newsletter or forwarded to higher
headquarters for use in command-wide media.

Recognition is also accorded temporary and seasonal
employees. Many of these individuals seek employment
here annually and gestures recognizing their excellent
service motivate future high performance.
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Individual directorates can also develop incentive pro-
grams. For example, Public Works uses “ Atta-Boys” as
“onthe spot” awards. One Atta-boy is good for 59 min-
utes early departure; ten reaps a day-off award.

5.3 Employee Well Being and Satisfaction

5.3 Work Environment.

5.3a(1) Health, Safety, Security and Ergonomics
Command emphasisis clear on workplace health and
safety. A safe and healthy work environment is a priority
and a stated organizational value. Any employeeisem
powered to intervene and stop an unsafe act.

Our primary mission is military field training, an in-
herently risky business. Live ammunition, pyrotechnics,
gravel roads, night-vision devices, parachuting, aviation,
etc., carry risk. Our staff first handles sensitive and po-
tentially dangerous materials before issuing them to
training customers. Risk assessments are standard.

Our primary mechanism for improving workplace
health and safety is the chartered Safety and Occupa-
tional Health Council, comprised of senior leaders, em-
ployee Collateral Duty Safety Officers, and representa-
tives from organizational tenants. These individuals
meet quarterly in an integrative, collaborative and inter-
active forum.

Theirsisaprocess orientation (see Fig. 5.4 for over-
view of processes designed).

They analyze accident, injury and inspection reports
to identify hazards or trends that do or could impact the
entireinstallation, evaluate the viability of safety initia-
tives and provide the Commander with an overall
evaluation. They also review and assess all aspects of
the coordination, efficiency, relevance, timeliness and
viability of the safety program. Part of their charter calls
for identifying best practices, policies and procedures
from other government agencies, civilian companies and
making recommendations for improvement at A.P. Hill.

This Council leads efforts to conduct “grass roots’
safety campaigns to promote employee’ s involvement in
theinstallation’ s safety program and facilitate saf ety
awareness. Each employee’ s performance standards are
reviewed annually to ensure safety-related requirements
areidentified and reinforced. Changesin physical condi-
tions or safety-related requirements can merit immediate
modification to standards.

The Council tracks data such as: injuries sustained
during the previous month; lost workdays due to injuries
or occupational illness; accidents involving motor vehi-
cle, material handling equipment and construction

equipment; people requiring training versus number
completed required OSHA safety training; and people
requiring medical monitoring versus number completed
required medical monitoring. Scheduled and random
inspections are conducted of work areas.

Environmental factors affect workplace safety in ad-
dition to the risks associated with military training. Our
workforce servesin amix of jobs from white-collar
deskwork to industrial blue-collar work. We employ a
number of temporary and seasonal employees, plusa
host of contract personnel. The outdoor environment,
military training aside, can be unforgiving with heat,
insects, poisonous snakes and other wildlife and long
transit distances point-to-point.

Some performance criteriafor reportable accidents
are mandated from Department of the Army, with an
annual goal of 5 percent reduction (Fig. 7.4.8).

Safety training is frequently web-based or conducted
viavideo teleconference.

Safety awareness al so extends to family members of
personnel living on the installation. Playgrounds and
other areas where children congregate are inspected for
compliance with current safety codes.

5.3a(2) Workplace Preparedness
Fort A.P. Hill has thorough processes related to prepar-
edness, including devel oping, coordinating, practicing,
and evaluating myriad operational and response plans
covering a multitude of scenarios. These can range from
bomb threats to mass casualty exercises to threats posed
by infiltration. In addition to our garrison operating
plans, a separate set of plans, with more interagency par-
ticipation in the development and deployment phases,
are prepared for managing major events such as the NSJ.
Exercises test our contingency plans. Lists of key and
essential personnel are maintained to ensure continuity

Process Goals | Objectives

Risk Management | Identify early and fix rapidly any hazards

Healthy Work I dentify early and prevent occupational

Environment illnesses

Promote Training | Actively include workforcein safety

& Education program implementation

Rapid Return to Design fair/equitable process to return

Productivity injured workers the job

Identify Trends & | ldentify early to avoid degradation of

Systemic overall program

Problems

Safe Training Reduce injuries/accidents during
individual and unit training programs for
both military and governmental agencies.

Fig.54  Safety Council Processes Source: SO
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of operationsin the event of adisaster.

We test our backup sources for power and communi-
cations periodically. We stockpile and, in some cases,
issue emergency clothing, equipment, and supplies di-
rectly to employees. First responders are increasingly
well equipped with latest equipment. Support agree-
ments are in place for technical expertise available on a
regional basis. In the public arena, our PAO is a member
of aregional interagency working group established to
ensure better understanding of interagency communica-
tion objectives, limitations and capabilities.

Several senior leaders have completed FEMA disas-
ter response preparedness training, as well as many other
military and non-military courses. Aswith everything,
we employ “hot wash” after action reviews, followed
with more detailed documentation of lessons learned for
integration into future plans and response scenarios.

5.3b. Employee Support and Satisfaction

5.3b.(1) Key Factors Affecting Well-Being, Satisfac-
tion, Motivation

We ask employees, collectively and individually what
can be done to increase their satisfaction and well -being.
This communication has resulted in such projects and
programs as sponsored retirement seminars, a scholar-
ship program for employee’s children, and the Town
Meeting program where employees can submit questions
in advance as well as offer them from the floor.

The Consideration of Others program (referenced in
Cat. 1.1) isan important employee program. Trained
facilitators lead sensing and dialogue sessions. Follow-
ing each session, facilitators develop written reports re-
lated to session outcomes and issues. These reports pro-
tect employee confidentiality while allowing lurking is-
sues to surface for management attention.

5.3b(2). Support Services, Benefits, Policies

Legal support servicesare available on-site for military,
retired military and their family members. Thisisviaa

support agreement with Fort Belvoir. Seminars such as

pre-retirement planning are free of charge.

Employees needing specialized equipment for their
jobs are provided safety glasses and safety shoes of their
choice. Employees are also permitted administrative
time to promote community and co-sponsored programs,
such asthe Adopt a School Program.

A Special Emphasis Committee, comprised of em:
ployees from diverse installation offices, plans and con-
ducts several annual special eventsthat appeal to De-

partment of Defense diversity objectives. The committee
also plans and executes events designed to boost em-
ployee morale such as an annual Organization Day and
an installation holiday party. The Employee Morale
Fund gives an annual scholarship for an employee’s col-
lege bound child.

Where work processes permit, employees are able to
adopt alternative or compressed work schedul es that
vary beyond the standard Monday -Friday, 40-hour
week. This lets employees, with supervisor concurrence,
tailor work schedulesto better meet personal needs with-
out compromising mission accomplishment. Extending
thisflexibility, standard procedures to enable employee
telecommuting also are being established.

In overtime intensive jobs, such as emergency se-
vices, wefirst offer overtime opportunities to volunteers
before assigning mandatory requirements and then we
make use of a DA Form 6 system to ensure equity.

5.3b(3). Formal/Informal Assessment Methods
Midpoint and annual counseling feedback, accident re-
ports, sick leave usage, and more are all indicators that
help reveal employee attitudes and work ethic. Com-
manders emphasize open door policies and employee
surveys. During the evaluation process, organization
goals and objectives are integrated with individual goals
and objectives.

All installation senior leaders have open door policies
and an open channel for employees to present sugges-
tions for change or improvements, or to voice concerns.

Our annual culture surveys(Fig. 7.4.9), sensing ses-
sions, and facilitated discussions group all offer ameans
to assess satisfaction and motivation. Culture survey re-
sponses are stratified by employment demographics,
such as eid tlOur external customersregularly indicate
specific employees or teams that exceeded expectations.
L eaders use this feedback to identify employees who are
high performers, aswell asindividuals or teams that
may be under performing.

5.3b(4). Relating Findings to Business Results

When we identify shortcomingsin areas such as person-
nel policies, training needs, operational processes, and
equipment requirements, etc., we then determine what
corrective action(s) are necessary or desired for each
identified shortcoming. Once actions are identified, we
assess What resources are needed to implement the
changes. Animplementation plan programs resource
requirements based on costs, time frames, etc. These
factors help determine priorities.
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able our warrior customers to make best use of their
training opportunities and compl ete their work here bet-
ter prepared to defend the United States and win on the
battlefields of the 21st Century. Our other key value
creation processes are designed, under our strategic
planning umbrella, around the logistical and operational
support customers need when deploying for their train-
ing event.

6.1 Value Creation Process

6.1a Value Creation Process

6.1a(1) Determining Key Value Creation Processes
Figure 6.1 illustrates our key value creation processes
related to our primary customer. Fort A.P. Hill’ s pri-
mary value creation processes are associated with de-
sighing , developing and managing an entire complex of
ranges, training areas, and fixed, support facilitiesto en-

Fort A.P. Hill Processes Enhance Warfighter Readiness - Primary Customer

Key Value Related Key Operational Performance Indicators Results  In-Process
Creation Processes Requirements (selected) Reviews
Processes
Strategic - Coordinate - Thorough - Concise goals, vision, values 7.34 Semi-
Planning Corporate Board |- Actionable - Master Plan execution 74.9 Annual
- Coordinate - Realistic - METL assessment 75.1
Strategic Planning |- Integrated - Climate Survey 75.14 Annual
Board
Maneuver/ - Range - Relevant - Military Construction-Other 7.1.1-7 |Bimonthly
Live Fire programming Ranges/Training Supported Range Projects 721 Business
Complex - Range design & Facilities - Facility meets DA standards 727 Review
Development construction - Minimal - Cost Parameters (including 7.34
& Management |- Range/Area Encroachment contract vs. in-house compares [7.3.13 - 15 |Quarterly
Maintenance - Adequate SDZ's - Range operational rates 7.3.18 - 19 [Report
- Sustainability - Serviceability - Land condition trend analyses  [7.5.3-4
Training - Scheduling - Timeliness - Customer satisfaction ratings 7.11-7 Bimonthly
Coordination - Range Ops - Accuracy of issue - % occupation rates (IAW RFMSS) |7.2.1- 2  |Business
and Assistance |- Ammo mgmt - Accountability - Mandays of training 7.23- 5 [Review
- Food services - Serviceability - Reported accidents 7.2.7
- Campsite mgmt - Cost - Cost-key products/service 7.3.18 - 19 |Quarterly
- Trans mgmt - Availability - Fill Rates - % requests vs. fill 7.5.6 Report
- Training aids & - Safety - Reconcile range expenditures  [7.5.7
devices mgmt 758
Value Creation with Non-Primary External Customers
MWR - Lodging - Accuracy - Customer feedback 7.11 Bimonthly
- Rec facilities - Serviceability comment cards 7.1.8 Business
- Sportsman access |- Profit - Customer Surveys 7.39 Review
- Contract feeding - NIBD rates 7.3.10
- Community 7.3.11 Quarterly
feeding 7.3.12 Report
National Scout |- Bridging BSA - Accountability - Funding Levels 7.1.8 4-year
Jamboree Needs with - Soldier care - NSJ AAR process tools 7.35 cycle with
Planning & Army Support - Customer - NSJ accident rates 74.2 frequency
Execution - Resourcing satisfaction - Processing time for TDY 748 increasing
Military Units - Safety/Security Travel Claims 753 closer to
- Managing assets - Audit reports 7.6.6 event
Fig. 6.1 Value Creation Processes
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Underlying al of thisisadurable process(Fig. 6.2)
associated with ensuring our training lands are sustain-
able. Environmental considerations are balanced with
the needs of the military trainer.

Our goal isto deliver a seamlesstraining experience,
enabling units to hit the ground running, train hard, with
most behind-the-scenes support transparent to the end
user. Our reputation for delivering on this goal, coupled
with the ever-improving physical facilities, is amajor
driver in our success and reputation for excellence.

While a profit motive isimportant in certain value
creation processes, it is largely tertiary to our primary
business output of enabling warrior readiness. Our entre-
preneurial mindset, though, helps focus us on delivering
top quality services with peak efficiency and steward-
ship. Our value isin delivering a cost-effective, well-
managed installation that optimizes range and maneuver
space, and allows our Armed Forcesto engage in realis-
tic, demanding training.

6.1a(2) Determining Process Requirements

Noted in 3.1a, we are students of our customers’ mis-
sions, training procedures, and the tools and facilities
they require. We use this knowledge to shape our infra-
structure and our work force.

Army standards, training doctrine and individual cus-
tomer group needs are among the key componentsin
determining requirements. We apply the Army standard
for service against customer expectations and our staff
expertise and knowledge.

We forecast customer requirements at multiple

stages: as part of systematic strategic planning work,
during readiness briefs, and during work unit reviews
that assess how well we're meeting current needs.

Evolving requirements can entail extensive infra-
structure modifications. Consequently, these changes
drive our RTLP and Master Planning Processes.

Ongoing relationships with key customer groups al-
low usto learn of rapidly emerging requirements. We
integrate these into our long term plans and, where feasi-
ble, make adjustments to current operations to rapidly
develop solutions for our customers. Our “fast track”
processes allow usto rapidly adjust to meet pressing
needs associated with Army lessons learned on current
battlefields (Fig. 6.3), while considering cost, human
resources, design and materials variables.

Further, we ask customers to continually revalidate
products and services that are critical to them, and to
evaluate our performance against those areas (Figs 7.1.2,
7.13,7.1.7).

6.1a(3) Designing Processes
Defined Army standards and training doctrine facilitate
design of our value creation processes. Our management
processes for delivering world class training support are
designed by applying Army standards for service against
known customer expectations, dynamic operating envi-
ronments and world scenarios, and our staff expertise
and knowledge. Factors such as cycle time and activity
costs are assessed as processes are designed.

We aggressively seek out technology that improves
our delivery of servicesand products, posturing the in-

stallation as a center for testing or de-

FAPH Sustainability Process

Builds

Ownership of Goals by Stakeholders/Cross Functional Teams

T

Add' Workshop 3

Team
Members

Add’l
Team

Summlt

Approval

Contlnual Improvement
> SUSTAINABLE

Add’l

Team
Members Sustalnab|hty Members

25 Year Goals
Command

ploying innovative ideas and products.
Senior leaders and staff functional
experts closely monitor professional
developments within their fields of ex-
pertise, solicit external assessments,
and readily look for technological im-
provements that can be integrated as
force multipliers, helping us stretch
scarce human resources, save dollars, or
improve the training experience.

We routinely seek knowledge from
professional counterparts at installa-
tionsthat serve as standard-bearersfor
differing classes of operation and soak
up lessons learned, such as those avail-
able by studying development of the
Combined Arms Combat Training Fa-
cility at Fort Lewis, or attending Army

20 July 04

Fig. 6.2 Sustainability Process Design
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and DoD conferences, industry presentations, and
leaming firsthand what works-what doesn’t and
how it can be best applied at A.P. Hill.

For example, we work closely with ATSC and
have served as atest-bed for radio-controlled tar-
gets on large, multi-purpose ranges. We learned
that hard-wired targets were maintenance inten-
sive, with high replacement costs due to high ex-
plosive usage or other impacts of heavy weapons.
Bullets can't cut aradio frequency, but can ruin
cable or other electrical lines.

In addition, we' re planning ranges more than a
decade out, incorporating weaponry evolutions
now in the earliest stages of design and testing.

In the area of Geographic Information Systems,
we were the first installation to complete arange
inventory, serving asthe betatest site for the new

®
el

ISR Rating

ABC Model Process
Respond to Immediate Army

Need for New Ranges

Immediate Requirement

. Determine In-House vs. Contract
to tra_ln personnel (In-House)
(Security Personnel)

"1

Brief Cdr/Approval
(7 May)

J

Develop Concept for Range
(3-7 May)

@

Respond to
Immediate Army
Need for New

Execute Plan Ranges

(Break Ground - 10 May
Project Completion - 17 June)

Coordinate Personnel
Assemble Resources
(DPTMS/DPW Personnel
Machinery, Targets, Lifters)

technology.

Next, a National Scout Jamboree has many sup- Fig. 6.3

port process elements, with jamboree execution a coor-
dinated delivery of products and services.

Major processes involving the NSJ are designed by
process owners, then subjected to rigorous tabletop exer-
cisesand “dry runs’ to test the moving parts, response
and service variables to ensure the processis both effi-
cient and effective based on the planning model. Audi-
tors verify expenditures at every step to ensure propriety
and accuracy.

In short, strategic and tactical environments, cost fac-
tors, time constraints, employee factors, and need for
partners, areincorporated in our design process.

6.1a(4) Key Process Measured/| ndicators

Our bottom line is simple: We're successful to the extent
our customers leave better trained to meet their critical
missions. They rate us on our performance.

Our measures (Fig 6.1) relate primarily to the timeli-
ness of our service, accuracy, serviceability, and overall
quality, including the demeanor of our associates aswe
work with customers.

Our work with the customer is often hand-in-hand,
tailoring solutions to individual units preparing for spe-
cific missions.

6.1a(5) Minimizing Costs

Staff leaders design specific steps into the processes to
forestall unexpected delays, conflicts, or other factors
that could generate customer dissatisfaction. For exam-
ple, our process owners who provide live fire ranges
gather weekly, bringing scheduling, facility operability,

Fast Track Range Process

staffing and other data sheets. They synchronize work
schedules, range utilization and discuss previous expeti-
ences, positive and negative with upcoming customers.
Employees associated with a process are eval uated
for the proper training (to include professional certifica-
tions) supervision, and access to the appropriate equip-
ment. This part of the process design iskey in ensuring
performed work is accomplished correctly the first time.

6.1a(6) Improving Value Creation Processes
Indicated in previous categories, we reach out to ensure
our team members not only stay abreast of evolutions
within our type of mission environment, but also influ-
ence, when possible, decisions about process design at
layers above our installation.

Doing this requires key team membersto be students
of their profession, continually learning, adapting, and
innovating.

We systematically evaluate past performance against
established standards, incorporating customer feedback.
As appropriate, we'll establish project or process action
team (often interdisciplinary) to evaluate the process and
assess potential to improve customer satisfaction, con-
serves resources or reduce cycletime.

Ranges here are similar to other installations. Our
competitive edge comes from innovation, maintenance
techniques, staff support and expertise that helps cus-
tomize solutions giving customers creative training sce-
narios. The range becomes an even more valuable tool.

Referenced in 4.1, our quarterly PIR isbuilt on an
Activity Based Costing mechanism, enabling systematic
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process review geared to efficiency or improved satis-
faction.

In the complex arena of hosting a massive Jamboree,
detailed planning with thorough after action reviews
captures flaws and identifies target improvements. Inter-
disciplinary meetings between dependent process own-
ers contribute to information/idea exchange that often
leads to innovation in delivery of the product or service.

After the 2001 Jamboree, key staff and senior |eaders
compiled an extensive After Action Review. Theseim-
provements are integrated into the support and execution
plan for the 2005 Jamboree.

6. 2 Support Processes
6.2a(1) Determining Key Support Processes
Figure 6.4 depicts our key support processes.

6.2.a(2) Determining Process Requirements
Requirements are based on mission needs, customer
needs, regulatory and legal requirements, and strategic
forecasts, as outlined in our strategic planning process
(Fig. 2.2). Support processes facilitate efficient, smooth
daily business operations and customer transactions.

6.2a(3). Designing Processes for Key Requirements

Staff proponents/process owners analyze customer
needs, supplier capabilities, efficient cycle time require-
ments, and human resource factors, and then map a
process flow to best meet those needs. We also deter-
mine the requisite management controls needed to en-
sure accuracy and accountability. Our system of internal
reviews and performance measurements coupled with
direct contact with customers on station ensures we sa-
isfy operational performance requirements.

We pay attention to the flow of information into and
out of the organization, and the often critical stages of
timely staff work and cross-functional checks and bal-
ances needed to ensure products or services at the end of
the process meet or (ideally) exceed expectations.

In-progress checks with customers prior to arrival
and during their training event help ensure requirements
are fully met.

6.2a(4) Key Support Process M easures/Indicators

Fig 6.4 outlines our key indicators. Process owners and
staff leaders monitor day-to-day operations, including
evaluating flow of work, customer throughput, and other
indicators of customer satisfaction or dissatisfaction.
Indicators ranging from daily to semi-annual afford di-
agnostic checks related to system performance, security

ratings, response times, inspection and audit reports.
Process owners use these indicators to identify opportu-
nitiesto improve processes, as well as track progress
toward specific objectives.

6.2a(5) Minimizing Overall Costs

Key process owners undergo a number of periodic
inspections and reviews of various critical functions,
conducted by agencies external to Fort A.P. Hill. Inspec-
tion results are evaluated and, where feasible, processes
are implemented or modified to improve the effective-
ness of management controlsin these areas.

We also employ comparative data from other NER
installations, and often the Army as awholeis assessing
our results.

Austere budgets were the norm for decades. This
drove amindset of “fiscal frugality” that drive the ap-
proach senior leaders and functional expertstaketo
process management. Aswith every process, our ap-
proach isto carefully assess the costs of several alterna-
tives, weighing each against the desired net effect. Strin-
gent management controls are applied to business and
support processes.

6.2a(6) | mproving Support Processes

Process owners constantly scan the world beyond the
boundaries of theinstallation with an eye toward cherry-
picking those procedural and technological changes that
driveimprovement.

We seek out training in differing or better ways of
approaching business and designing a process.

Our primary business model centers around the goal
of continuously improving the training experience for
our military customers. The process review systems, as
noted in many portions of this document, consist of day-
to-day customer interaction, long-term data collection
and flowcharting, ongoing market analysis, and filtering
feedback and data through our senior |eadership and
functional expert.

Our approach isto readily share information and
leadership assessments with suppliers/partnersto im-
provedelivery of products and services.

Being small has advantagesin terms of organiza-
tional agility. Internal customer feedback routinely
prompts small process changes that are rapidly institu-
tionalized if improvements can be seenin the area of
cost, cycle time, rework, etc. Staff leaders regularly
share information and techniques related to incremental
or even breakthrough process improvements.
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Key Key Related Key Operational Key n-
Support Sub-Processes Requirements Performance Indicators Results Process
Processes Review
Human - Accession, evalua- - Timeliness - Customer satisfaction 741 Semi-
Resources tions, rewards systems |- Accuracy - Employee training 745-7 |Annual
- Training coordination - Accountability
Communi- |- Develop command - Timely info - Products delivered on schedule |7.3.4 Semi-
cations and | information products - Accurate info - Media content analysis 749 Annual
Marketing |- Media relations - Open lines of - Public support for 7.5.14
- Community outreach communication installation mission 7.6.4
- Design and produce - Targeted - Customer Mandays 7.6.7-13
marketing straegies information - Customer Component Mix
Financial - Management controls - Accountability - Obligation rates 7.3.1-7 | Quarterly
- Programming, budget - Timely service - Management control 7.3.10-12
execution oversight - Accuracy evaluations completed 7.3.18 Semi-
- Managerial - Customer - Unliquidated Obligations 74.1 Annual
accounting support Satisfaction - Audit reports 747
- Support Agreement - Flexibility - Payment delinquencies Annual
Management - Coordination - On-board authorized strength
- Manpower Mgmt - Communication - Successful plan execution
Emergency |- Provide installation - Timely response - Response time 711 Semi-
and Public emergency service - Coordinated - Incident/criminal activity 742 Annual
Safety planning & response support - Implemented prevention 75.1
- Provide security/law - Effective programs 755 Annual
Force enforcement operations | communication - Inspection program records 7.5.10
Protection |- Provide fire - Preventative/ - Unannounced FP exercise 7.6.6
prevention programs protective measures results
- Provide emergency
medical care/transport
Public - Facilities & Grounds - Timeliness - Response within prescribed 711 Quarterly
Works Maintenance and - Quality priority standard 721 Project
Repairs - Work accomplished |- % work accomplished IAW 723 Review
- Utility management within schedule/cost |  engineering master plans 7.26-7 | Board
- Engineering service - Environmental - Cycle time fr project review 7.3.4
- Housing management compliance and - Number of violations/ 759-12
- Real estate/property stewardship complaints 76.3-5
administration - Customer satisfaction |- Customer Survey ratings
Information |- Phone bill reconciliation |- Customer - Customer automation 7.11 Daily
Systems and | - Help Desk referrals Satisfaction service ratings 7.19 Weekly
Telecom & monitoring - Timely service - Customer Survey 743 Monthly
- Monitoring suppliers - Profit ratings
- Mail distribution - Fully functioning - System diagnostic results
- Tech/Automation communications
Assistance systems
Fig. 6.4 Key Support Processes
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7.0 Business Results

Fort A.P. Hill’ s business results represent the range
of data used by |eadership in assessing organizational
health, customer trends and satisfaction, and other docu-
mentary evidence that supports decision making and
strategic planning. Many measures link directly back to
our key value creation and support processes.

7.1 Customer-Focused Results

Training Unit Satisfaction Survey

By Directorate

Per centage of Favorable Rating for Unit
Selected “ Critical” Support Areas

Rated either “ Excellent or Very Good”

7
DMWR
[ our Goal
DPTMS] Fort Benning
DOL 51 41778s8
@ DPW 4 Benchmarks
normalized
MED 3 1 against ACOE
DOIM 1 installations/
2 organizations
DES 1
O pPX
0
FY 00 FY 01 FY 02 FY 03 GOOD
GOAL: Achieve quarterly rating of 6.0
Fig. 7.2.1  Source: DPTMS- Fig. 7.1.1 depicts over-

all ratings by mission support area. Used from 1997 to
2003, it captured data from every training customer fol-
lowing their event here. Respondents rated a multitude
of functions on a1-7 scale. A 6 represents Outstanding.”
A 7 scoreis unique and represents the customer stating
the support was “ The Best Ever Experienced.” A rating
of 5 represents “Very Good” This chart reflects sus-
tained outstanding results, exceeding most benchmarks,
with no negative trends. The comparisons are normal-
izedto a7-point scale. A 6 rating on our scaleiscompa-
rable to top score ratings on most instruments.

o 100
F 90
A 80
V.70
° 60
50
g 40
L 30
E 20
10
0

Army Navy usmMc Non-DOD

| Scheduling @ LiveFireFacilitiesd Non Live Fire Campsitesl

Fig. 7.1.3 Source: DPTMS: Figure 7.1.3 (above)

reflects data from the upgraded customer survey de-
ployed in calendar year 2004 for all external customers.
Customers are asked to rate which service areas are
critical for them, then the survey correlates A.P. Hill
performance against those sel ected service areas.
Among core customers that drive the vast majority of
our market share (Army and USMC) performanceis
rated overwhelmingly high in most critical areas.

Figure7.1.2. (below, left) Source: DPTMS: depicts
the four-year trend of responses related to three Com-
mander Special Interest items posed to every unit train-
ing on Fort A.P. Hill.

Commander’s Special Interest Items
Percentage of Customers Responding
“Yes” to the following Survey Statements

1m - — =
917 I
1. Did WeMeet Your g I I
Training Needs? 711 I
2. DidYou Fedl You  61] []]® 2001
AreaValued 511 I E%
2 411 1
Cgstomer. . o |5 2004
3. Will You Consider o 1
Fort A.P. Hill for ] 1
Future Training? M | L)
1 2 3

Compared to other installation/locations where you
have trained, in terms of “Courteous Customer
Service,” FAPH rates?

me>®» 4 zmoaomD

Army Navy
80 12

Calendar Year
2004 Units

Total # Uni
Surveyed

Marines Non-Dod
15

Fig.7.1.2 Source: DPTM S

Fig. 7.1.4 Source: DPTMS: The abovefigure, as
well as the three subsequent figures on the next page,
reveals how training customers rate Fort A.P. Hill com+
pared to other installations. The survey exploresthree
critical areas and also asks for an overall comparison
rating (Figs. 7.1.4-7.1.7). Note that, across all customer
categories, Fort A.P. Hill israted the “Best” that most
customers have ever experienced.
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Compared to other installation/locations where you
have trained, in terms of “Timely response/action on
issues affecting your training success.” FAPH rates?
|
)
E
0
R
c 50
E 40
N
;
20
A
G 10
E 0

Total #Units Army Navy Marines Non-Dod
Surveyed 80 12 15

DMWR Customer
Satisfaction Survey Cards

Excellent 5. —Qiﬁcahsmgark
Our Goal
Good 4
. O Tucker's
Satisfactory 3
Needs 2
Improvement
Fails to Meet 1
0

Expectations

FY04

Fy02

FYO03

Fig. 7.1.5 (above) and Fig. 7.1.6 (below) Sour ce:
DPTMS

Two-thirds of all respondentsrate A.P. Hill asthe best
they’ ve experienced, with nearly all rating the installa-
tion as either the “Best” or “Better than Most” for the
rated attribute. Customers are asked to compare A.P.

Hill the post to other |ocations where they have trained.

Compared to other installation/locations where
you have trained, in terms of “Staff availability to

discuss specific training needs.” FAPH rates?
80

Fig.7.1.8 Source: DMWR
Our MWR operation measures customer satisfaction in
anumber of key areas including lodging, snack bar op-
erations, and Community Activities Center. Aggressive
management attention, including intensive review of
dataresulted in organizational changes and significant
improvement in satisfaction and financial results. The
comment cards are a vehicle of communication for our
valued patrons.

10
o
Total #Units Army Navy Marines Non-Dod
Surveyed 80 12 15 5

P70

: 60 —

c 50

c a0l Better

N gl Average

i Needs Imp|
N = Worst

G

E

Calendar Year
2004 Units

Compared to other installation/locations where you
have trained, in terms of “Overall Training Support,”
FAPH rates?

, O 5 )
E 607
R 4
c 50 Best
E 40 Better
N
30 Average
A NeedsImp|
G = Worgs
E 107
Total # Uni
Surveyed Calendar Year

Marines Non-Dod

Armv Navy

2004 1 lnitg

A.P. HILL DOIM SATISFACTION RATINGS
(% Rating Through 4"9 Qtr 2004 YTD)

1007
98 1]
96 1]
94 1]

I 921

90+

1st Qtr 2nd Qtr 3rd Qtr 4th Qtr

[@ 2002 ® 2003 @2004]

Fig. 7.1.7 Source: DPTMS: The above comparison
chart shows that with core Army and Marine Corps
customers, aswell as non-DoD, Fort A.P Hill is per-
ceived asbeing “Best” or Better than Most” by nearly
every respondent.

Fig. 7.1.9 Source: DOIM
With automation increasingly critical to mission success,
our Information Technology support staff tracks cus-
tomer satisfaction ratings as related to service calls for
problems or hardware/software installation or upgrades.
Satisfaction ratings are very high, having never fallen
below 90% over athree-year period.
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7.2 Product and Service Results

Range Serviceability

100% FAPH Goal
B Fort McCoy
Lo DA Goal 85%
25%0)
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™%
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B

L ogistics Support: Property Book Inventory
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S
e
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T
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o
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Number of Items Inventoried by FY

5%

FYo2

FY03  FYO(IQTR) FY 4(QTR)
Maintain a Range operational ready rate of > 95%

Fig. 7.2.1 Source: DPTMS: Military training cus-
tomersrely on functional, well-maintained ranges for
live-fire qualification or exercises. We compare our

Fig. 7.2.4 Source: DOL: Reference Figs. 7.2.4 and
7.2.5 above and below, a combination of sound proc-
esses and willingnessto listen to customer needs and
suggestions has resulted in a perfect record of meeting
requirementsin critical classes of supply.

range operational readiness rates against the Army
standard and against our own higher standard. This
chart represents the aggregate readiness rate. Individual
range readiness rates are maintained in Range Control.

L ogistics Support: Maintenance Work Orders

Percentage of High
Priority ( 01 — 03)
Work Orders
Completed in 10 days

FY 02

FY 03

FY 04

L ogistics Support: ClassV Ammunition

100

GOAL 95%

GOOD

75

50

Percentage of Fill

Standard: <70 = Red;
70-90= Amber ;

=>90 =Green

Average Actual Non
Hi-Pri Work Days of
Backlog

Fig. 7.2.2 Source: DOL: The DOL Direct Support main-
tenance shop shows positive results with high priority work
orders despite current difficulty obtaining NSN parts, due to
war on two fronts. Use of just-in-time delivery of commercial
off-the-shelf products hel ps manage this service.

Response Ratings: Customer Service Orders
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Fig. 7.2.3 Source: DPW

Benchmarks
also at 100 %
25 demand met
ratings
FY 01 FY 02 FY 03 FY 04
Number of Demandsby FY
Fig. 7.25 Source: DOL
Army Family Housing Service Orders
100% T o T e o o
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Fig. 7.2.3and 7.2.6  Source: DPW - The charts left
and above represent response time for Priority 2 Ser-
vice Orders. The Army Goal for these Ordersis 8 hours
to 3 days. Owing to the criticality and time sensitivity
of training customersin thefield, A.P. Hill has an ag-
gressive stretch goal of 2-4 hours, which we meet
nearly 50% of the time. Army goals are met nearly
100%. Service Order management has improved since
the 2nd Qtr of FY 03, giving us a more accurate picture
of response times.
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Process Analysis Results—ABC Model: Validated Savings/Impacts FY 2004

Initiative Summary |Objective $ Savings Customer | mpacts

GSA Fleet Analysis Eliminate vehicles/optimize fleet use ($99,186/year | Some customers get own rental
TISA Regionalization | Consolidate mgmt at AP Hill $900,000/est. | Breakthrough regional savings
Infrastructure Database |Improve asset visibility/accuracy $138 None- More efficient internal
Solid Waste Disposal | Improve process $377 None—M ore efficient internal
Construction Planning |Improve timeliness/responsiveness  |$1,680/project | Faster readiness of facilities
Digging Permit Improve customer service/safety $1,598/year Faster service

GIS Work Flow Improve data accuracy $84,000/year |Improved service

Police Training Improve initial certification $5,293/year Improved law enforcement
Range Development Fast track range projects $68,767/project | Faster readiness of facilities
Automated training Reduce time/paperwork associated  ($6,540/year Easier compl etion/better
customer AAR with customer post-training AAR 353 hours) capture of results

Budget Execution I dentify technology solutions to 64 hoursyear |Faster service

Visibility automate linking of data

Delivery of TV Reduce Direct TV costs (MWR) $5,736/year - | Better/cheaper service
Delivery of TV Implement Direct TV $15,589/year

Phone Mgmt Reduce FTS Charges $32,000/year | Better accountability

Cell Phone Mgmt Reduce costs $8,400/year M ore minutes/less cost

Fig. 7.2.7 Source: PAIO: Theabove chart reflects results from FY 2004 process reviews executed under the
PIR model, employing Activity Based Costing. Additional processes were reviewed for efficiencies or improve-

ments in customer satisfaction.

7.3 Financial and Market Results
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Fig. 7.3.1 Source: DRM: Above reflects total OMA funding

Fig. 7.3.2 (above) Fig. 7.3.3 (below) Source: DRM

received and executed by month FY 01-FY 03., plus monthly
execution goals for FY 04. Blue bars indicate progress. Lead-
ership uses the information to monitor compliance with goal
of obligating 10% of annual funding per month to reach a 90%
rate by June 2004. (Figs. 7.3.2, 7.3.3 at right) InFY04, IMA
divided the annual funding program for OMA into six distinct
interest areas of Operations: BASOPS, Communications, Sus-
tainment, Environmental, Anti-terrorism/Force Protection and
Other. These charts are two of six used to track obligations of
fundsto ensure IMA targets for execution are met. IMA di-
rected an aggressive rate of execution in FY 04 in order to sup-
port supplemental funding through Department of the Army.
These can also somewhat relate to Category 7.5.

FY 04 Program Execution by
Emphasis Area

[s= V]

ENL/ ATLD OILED
Ohigaions-19Sep04 O FYUMRgs
—+ TodRevised AFP Straichiine Goal- 10006

laaV.Vg)

Fort A.P. Hill, Virginia - Where America’s Military Sharpens 1ts Combat Edge

40




Business Results

Fiscal | Range Development Cost (In Thousands $)
Year Italicized reflect approved M CA projects MCA  OPA OMA
2005 | Shoot House & Urban Assault Course $4,000 $1,100
Breach Facility $200
IPBC (RG 28) $682  $500
Multi purpose Machinegun (RG 3) $650  $500

2006 | Modified Record Fire Range (RG 37) $2,700 $300 $300
Convoy Live Fire (RG 25) $300
Attack/Seize Objective (RG 25) $200
Artillery Observation Point (OP 11)

2007 | Combined Arms Collective Trg Facility (Phase 1) (510,798 $3,800
MK-19 Range (RG 11) $1,500 $500
Modified Record Fire (RG 32) $1,400 $200

2008 | Multi-purpose Training Range (Range 24) $2,500
CACTF (Phase 2) 511,000 $1,800
MPTR upgrade (RG 24) $2,500  $1,500
Infantry Squad Battle Course (RG 26) $644
Emergency Services Center $6,900

2009 | Battle Area Course $30,000
Physical Fitness Center $9,000
V ehicle Maintenance Shop Organizational $6,000

2010 | Combat Pistol Qualification— Range 1 $346 $100

Long | Training Aids Support Center $1,800

Range | Health Clinic $1,700
Fixed Runway — Surfaced $24,000
Multi-Purpose Training Range $6,700
Dining Facility $2,400
Battle Simulation Center $1,350
Brigade Headquarters Building $1,800

(Ieft) Fig. 7.3.4

Fort A.P. Hill’s primary
value creation processes are
focused on designing an in-
stallation optimally suited to
meeting the primary external
customer’ s long range train-
ing needs and then operating
and maintaining this training
complex. Through sound
leadership centered on, first,
our learning related to cus-
tomer needs and, second,
integration of those needs
into our strategic planning
and processes for design and
delivery of products and ser-
vices, we have achieved
great success in gaining sup-
port for projects advancing
our goals, ultimately result-
ing in satisfied customers
who are better suited to go
forward and defend Amer-
ica sinterests wherever they
may be called. Congress has
advanced the 2007 CACTF
project to 2005, noting the
need to better assist A.P. Hill
customers.

Dollars in Thousands

NSJ Support Budget (FUSA Funds)

8000
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Jamboree Cycles
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Thousands of Dollars
(o2
o
1

= Actual

——Goal

Jun-03 Sep-03 Dec-03 Mar-04 Jun-04 Sep-04
GOAL: Using 30 Sep 03 as the baseline, reduce unliquidated
obligations in the 4th expired year by 50% by 30 June 2004.

Fig. 7.3.5 Source: DRM: Budgetsfor Scout Jambo-
ree support have allowed for infrastructure improve-
ments that benefit garrison and customers year-round.

Fig. 7.3.6

Source: DRM: The June 2004 goal of

the Army's Joint Reconciliation Program was to reduce
4th year expired obligations by 50% from the Sept.
2003 baseline. Analysis revealed the problem area.
Management is focusing attention to meet the goal be-
fore the account closes. Prior FY goals were exceeded
through prompt reconciliation.
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FTS Telephone Expenditures | (Left)Fig.7.3.7 Source: DOIM: Improving the proc-
ess by which long distance calls are made resulted in

/’l‘gmgfgr eflect dramatic savings to phone bills. Tenantsand AT units
reimburse the garrison for charges.

Lodging Net Income
Before Depreciation

1232

NANANANEY

04 —— $80,000

FY 2002 FY 2003 g:‘(l 23)04 $60,000
[EGarrison ®Tenants O AT Units| el dune $40,000 1
$20,000 1

Support Agreement Management ||-sz20,000
FYO1 FYO2 FYO3 FYO4

100%
. io Fig. 7.3.10 Source: DMWR: Fort A.P. Hill's Lodging
5% 1 8 . — inventory consists of 24 units. Army Lodging is chal-
oo 4 — 1| Ignged with achieving a Net Income Befqre Deprecia-
OcCurrent tion of equal to or greater than zero. During FY 03 58%
250 4— o 18 24 | | of our room inventory was diverted to permanent party
I quarters. Inventory returned to Army Lodging in FY 04.
0% ISSAs IMOU/MOAI ALL K L.
Fort A.P. Hill Net Income Before Depreciation
GOAL: Ensure at least 90% of ISAs, ISSAs,
MOAs/MOUs are reviewed annually & are current 14%
12%
Fig. 7.3.8 Source: DRM: Documenting agreements | *oo¢ L2 | PActual
between A. P. Hill and activities requesting support is 6% Standard
important for the overall installation management. By 4%
refining our processes for reviewing and negotiating 2% Comparison
i , 0%
these agreements, weare making progress toward IMA’s FYol FY02 FYO3  FYo4 Bragg/Campbel
goal of an annual review.

- — Fig. 7.3.11 Source: DMWR: The MWR revenue
Community Activity Usage base hovers around $350,000 annually. Army standard
60007 for MWR programsisto retain at least 8% and reinvest
into the Soldier/patron community. Note that FY 03 ac-
tual Net Income Before Depreciation sustained a one

50007

40007 O ASIP

3000 Population time monetary write-off of approximately $50,000, cor-
U Actual Usage related with the Food and Beverage support provided to
2000 the Installation Community in support of 9/11. Current

10007

trends are positive and projected to improve.

FYO02 FYO03 FYO04

Hunting and Fishing Revenues

Fig. 7.3.9 Source: DMWR: The Community Activity 80

Center usage numbers validate excellent service. ;g

50

40
30
20

Fig. 7.3.12 (right): The outdoor recreation program has
extremely loyal patrons. The mix allows staff to focus

Thousandsof Dollars

on sustained high levels of customer satisfaction and 10

beneficial habitat work. Thisprogram’ revenue base has o ol FYO02 FY03 FY04

increased over the last three consecutive fiscal years. (Oct-Jun)

The FY 04 revenue base is year to date. Fig. 7.3.12 Source: DMWR
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Utilization (Mandays) (Left and below) Analysis of our utilization (Figs.
CY 1999-2004 tvromumay oo 7.3.13, 7.3.14 7.3.16, 7.3.17) illustrates the evolution of
y the customer base over the last decade and the results
120,000 . . .
of marketing efforts to attract additional active duty
100,000 /\ units as training customers. Fig. 7.3.13 shows peak
80,000 workload periods, aswell asthe mllltary rampupto
conduct the Global War on Terrorism. Such analysisis
60,000 T~ // 4\ used to plan maintenance periods or upgrades to ranges
40,000 J X A and training facilities. Stratification charts flow right to
p= A \% 'S ) left.
20,000 T ——=
s Customer Use Stratification — Total Units
Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec 7,860 M |I|tary Units Representedn 555
1999 —a— 2001 —<- 2002 —=—2003 2004 120 )
|+ i | 3 British
100 Marines
Fig. 7.3.13 Source: DPTMS | & = USAF
L e: . @ 80 ® Civilian
Customer Use Stratification —Mandays s ®WROTC
4.38 Million Mandays of Training Represented % 60 D uUsN
120 ONon-DOD g 40 @uUsSMc
§ British g BArmy
g aUSAF® g ReseN
‘% 80 E Civili ?, Guard
o @ Civilian 7} 0 = Active Army
% ROTC FY 03 FY 02 FY 01 FY 00 FY 99 FY 98 FY 97 FY 96
5 ” ZUSN i
S w Fig. 7.3.16 Source: DPTMS
a8 musme Customer Use Stratification - Strength
§ 20 B Army 632,490 Individual Military Members Represented
3 Res_erve 120 ONON-DOD
& 0 = gatlodnal ;E
@ FY FY FY FY FY FY FY FY FY A;‘S've Army § 100 ariti_sh
04 03 02 0L 0 99 98 97 9 kS QUsAr S
2 80 Civilian
Fig.7.3.14 Source: DPTMS % 0 ROTC
g, O usN
I nstallation Utilization -Total Number of Units|| & @usmc
12007 7 % 20 EHArmy
1000tz 2 @ Rarrong!
Lg FY FY FY FY FY FY FY FY FY Egﬁ’v“emmy
80017 = 04 03 02 01 00 9 98 97 96

H B
i || I HERERER Fig. 7.3.17 Source: DPTMS

4001
Reserve Component Annual Training

|| BNl NN
200: - . - - . - . - Total Strength Figures

0
FY 96 FY97 FY98 FY99 FYO00 FYOl FYO02 FY 03 FY 04 12,0007
(NSJ Year) (NSJ Year) (YTD-Aug

10,0007

Fig. 7.3.15 Source: DPTMS: Thetwo-year trend in

total active duty unitsis down in direct correlationto o0
the deployment pace/numbers of unitsto Irag and Af- 6,000
ghanistan. Reserve AT (right) is also down as fore- 4,000]

casted for 2004, due to activation/deployment of Na-
tional Guard. Units are deployed conducting the mi s- o
sionsthey trained for at A.P. Hill. Wartime tempos vary AT98 AT99 AO00 ATOl ATO02 ATO03 ATO04

2,0001

significantly from peacetime sustained readiness work. Fig. 7.3.18 Source: DPTMS
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New Customers
FY 00 —04

agencies

Number of units or

O
T

ARNG USAR USAF NON-
us

i

NON AC
DOD

(il

ClV USMC USN

CAC/PKI Installation- Digitally Signed Email

100% T

80%

60%

40%
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[E3dQTR O4th QTR O1st QTR B 2nd QTR]

[EFy oo OFY 010FY 02 @FY 03EFY 04]

Fig. 7.3.19 Source: DPTMS. New customer
growth was significant through 2002, then stabilized as
mi ssion/deployment requirements aff ected the warrior
units that comprise our primary base.

7.4 Human Resour ce Results

* Based on approved FY 06 TDA 00H Term/Tem|

8 OHPerm
8 Auth Filled

** Validated Manpower and Organizational

Manpower Data
TDA On-Hand Strength***
5 I 11 1|
2
FY 04 |FY o5 [FY 06 ot
h=]
TDAREQ 325 [320 [270 215 == 173Auth
iT 150
TDAAUTH |186 [182 [182 2 125 Civ — FY04
VALIDATED | 320+ £ 1m0
S a Military
a
50
p:3
0

Study (14 July 2003)
*** Strength as of 31 August 2004

Strength

Fig. 7.4.3 Source: DOIM: Fort A.P. Hill met all
targets for implementing the ARMY Common Access
Card/ Public Key Infrastructure allowing for amore
secure network.

Civilian Employee Awards

©

2 400 B On-the-Spot
» QQsl|

> 3001 ETOA
§200-' ESpecial Act

OpPerformance

Fyo4 YTD July

FY 98 FY 99 FYO00 FYO01

FY02 FYO03

Fig. 7.4.4  Source: DHR: Leadership emphasizes
employee recognition programs. Special emphasis has
been placed in recent years on recognizing employees
with “on-the-spot” cash awards for exceptional cus-
tomer service or innovation.

Fig. 7.4.1 Source: DRM: These charts comparere-
quirements and authorizations from documented TDA
and validated manpower survey resultsto current on-
hand strength. Current IMA goal isto have 95% or
more of authorized positionsfilled. As of August 2004,
we had 92% authorized positionsfilled and isat 118%
of authorized strength for overall permanent employees.
The IMA hiring freeze affected 95% goal attainment.

(Actual Numbers)

Employee Turnover
25+

204

Permanent

151

104 Average
 Number of
Retirees

Annually

54

CY 00 CY 01

Cy 02 CY 03 CY 04 YTD -July

Fig. 7.4.5 Source: DHR: Employeeturnoverisa
bottom line issue. Most of our turnover (50%) relates
toindividualsleaving for salary advancement at lar-
ger governmental agencies.

Level | AT Trained Personnel

%
* 0
E 9

80
w 70
O 60
R 50
K 40
F 30
o 2
R 10
c 0
E 1Q 04 2Q 04 3Q 04(To date)

Fig. 7.4.2 (left) Source: DPTMS:. The Army stan-
dard for anti-terrorism training is 90%, which we ex-
ceed. Thisreflects critical training in protective meas-
ures to minimize their personal exposureto the risk of
terrorist attack and characteristics to watch for in iden-
tifying suspicious behavior and how and to whom it
should bereported. Thisisalso rated in ISR Part 111.
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INSTALLATION TRAINING
Categorical Trends

« Performance | mprovement —
includes all job related and
self -development training,
including customer service
related

» Professional Development —
Supervisory, Leadership and
Management training

Certif —

20 Environmental, contracting,
budgeting and safety training

« Certifications— Wastewater
treatment, emergency medical
technicians, CPR

120
100

Perf Imp
Prof Dev

60

wmm<orvzm
3

omz —» 2+

FY FY FY
02 03 04

Culture Survey Results

Top 5 - FY04 FY 02 FY 0F FY 04
[Organization is strongly focused on customer satisfaction 5.32 § 490 | 4.92
[Everyone understands their role in satisfying customers 480 | 4.46 § 4.49
JPeople know their work is important to the success of the organization 473 | 450 § 4.39
PPeople here take pridein their work 474 420 § 4.34
PPeople in the work unit are friendly with one another 486 ff 440 § 431

Bottom 5 - FY04
[Organization places a priority on employee growth and development 3.51 3.2-7 3.51
JPeople who innovate and share ideas get ahead in the organization 3.49 3.21 3.46
JPeople who do outstanding work are regularly rewarded 3.77 3.29 3.43
[Employee ideas are considered during organizational strategic planning 3.41 3.44 3.38
fExecutives ask about ways to improve value delivered to customers 3.59 3.40 3.34
IComp (average) score J 406 f385] 3.93

Fig. 7.4.6 Source: DPTMS:. Aboveillustrateslead-
ership emphasis on training related to improved per-
formance, aswell as professional development and cer-
tification currency.

Employee Training -

500
450 $38 Mak \Q/ﬁ:s\
ggg 3028 $18, 55
300
250
200
150
100

50

0 T T T 1
FY 01 FY 02 FY 03 FY 04 1oy

Fig. 7.4.7 Source: DPTMS: Training costs have
been reduced while mandays rose in 2003. Thisis dueto
developing more efficient ways of delivering training to
the garrison. Training in FY 04 was also curtailed in June
when funding was frozen.

FY 04 GOAL: Composite score of 4.46 or 5% increase per year from basdine year (FY 02).

Fig. 7.4.9 Source: DRM: Culture Survey Results
show slight improvement from Fiscal Y ear 2003, but
are down slightly from 2002. M anagement uses survey
results, stratified by demographic, to emphasize focus
areas for special attention and improvement. Like other
installations, operating tempo and rapid fire changesvia
transformation of installation management, coupled
with funding uncertainties and extensive conversions of
position classifications has made for challenging times
in terms of managing human resources.

7.5 Organizational Effectiveness Results

METL ROLL UP

CURRENT

Accidents/Injuries

18 = Recordable

16 Vehicle

14 Accidents

12 EReportable

Vehicle

1o Accidents

8 OLost Work

6 Time Injury

4 Accidents

2 BReport Work

0 Related Injury
FYO3 FYO4 Accidents

Recordable vehicle accidents
or vehicles is $2,000 or greater
Recordable work related injuries: Injury results in one
or more lost work days after the day of the accident

Damage to property

Fig. 7.4.8 Source: SO: Fort A.P. Hill hasminimal ac-
cidents/injuries. Leadership emphasizes the organiza-
tional value of maintaining a safe and healthy work en-
vironment. The goal is to reduce accidents by 50% by
FY 05, lost time work related injuries by 50%, and lost
time work days by 50%.

METL TASK e 20
QUARTER QUARTER STATUS

1. Exercise command and control @ @ @
2. Provide for public safety & security @ @ @
3. Provide sound stewardship of

installation resources & the @ @

environment
4. Provide services & programs to

support training & enable readiness @ @ [ _J
5. Execute community & family

support programs @ @ @
6. Maintain and improve installation

infrastructure @ @ @
751  Source: PAIO: Weuse anumber of quantita-

tive/qualitative assessmentsto generate quarterly ratings
against our METL. Alignment of currently mandated
METL taskswith our critical processes related to train-
ing customer support and our strategic plan is noted
during PMR analysis, especially astasks 3,4 & 6 are
operationalized. Funding shortfalls affecting garrisons
IMA-wide resulted in Commander cautionary ratings of
“amber” primarily in areas related to maintenance of
land and facilities, and force protection.
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ISR RATINGS
PART IIl - SERVICES

CY02 CY 03 CY 04
Command & Staff GREEN GREEN AMBER
Health Services GREEN GREEN BLACK
Information & Tech GREEN RED AMBER
Operations NA NA BLACK
Engineering AMBER RED RED
Personnel & Comm GREEN RED RED
Logistics GREEN AMBER AMBER
Acquisition NA NA NA
CY 02 GREEN -83% AMBER - 17% RED - 0%
CY 03 GREEN -34% AMBER -17% RED - 49%
CY 04 GREEN -0% AMBER -42% RED - 29% BLACK -29%

Fig. 7.5.2 (above) Fig. 7.5.3 (below) Source: DPTMS

% of A.P. Hill Ranges Rated Green in ISR
Part 3 without Encroachment Issues

Fort
Drum
FAPH 97.37%
98.9%

% of Ranges

FY 03 FY 04
2nd Year Reporting this Service

ISR RATINGS
PART | - INFRASTRUCTURE

CYO01 CY02 CY03
Mission Facilities AMBER AMBER GREEN
Mobility Facilities GREEN AMBER AMBER
Housing Facilities GREEN GREEN GREEN
Community Facilities AMBER AMBER AMBER
Installation Support GREEN GREEN AMBER
CYy 01 GREEN - 60% AMBER - 40% RED - 0%
CY 02 GREEN - 40% AMBER - 60% RED - 0%
CY 03 GREEN - 40% AMBER - 60% RED - 0%

Fig. 7.5.6 Source: DPW: Our encroachment man-
agement efforts are among the |eader in the Department
of Defense. In comparison to installations within North-
east Region (many rating 100%) we are one of the few
locations where all heavy weapons, except Hellfire,
may be fired. Most regional competitor installations of-
fer just small arms firing, which doesn’t have compara-
ble noise effects.

ISR RATINGS
PART || - ENVIRONMENTAL

CYy 02 CY 03 CY 04
Compliance GREEN AMBER AMBER
Conservation GREEN BLACK GREEN
Pollution Prevention GREEN GREEN RED
Foundation GREEN RED AMBER
Restoration GREEN GREEN GREEN
CY 02 GREEN - 100% AMBER - 0% RED - 0%
CY 03 GREEN - 40% AMBER - 20% RED -20% BLACK -20%

CY 04 GREEN - 40% AMBER - 40% RED -20% BLACK -0%

Growth in TISA Regional Management
10

8

6

4

May June July August I

| Projected # of DFAC's to be Iransferred|

2004 Initiative Consolidating Support at A.P. Hill

Fig. 7.5.3 Source: DPTMS

The charts above relate to the Installation Status Report,
amandated standard tool used Army -wide to assess op-
erations and infrastructure against established criteria.
Macro results are compared at region level. Ratings are
often used to prioritize resources against critical needs.
A color coding system identifies status. Ironically, the
criteria can create odd situations. Example: in the pollu-
tion prevention category above, we moved to “red’
from “green” solely because troops training for war
were firing more ammunition on our ranges.

(Right) Fig 7.5.5 Source: DES: Fire Department
response times have been a problem due to our installa-
tion’s size and having just one fire company. Tracking
and analyzing response time has helped build support
within the Northeast Region for resourcing an addi-
tional fire company.

Fig. 7.5.7 Source: DOL: A.P. Hill isleading NER's
regionalization of the garrison Class | supply functions.
Eventually rations for installations between Mason-
Dixon Line and North Carolinawill be requisitioned by
our TISA. Presently, we order rations for Forts Myer,
McNair, Meade, Belvoir, Eustis and Aberdeen. This
consolidation creates aregional cost avoidance of ap-
proximately $500,000, expected to reach nearly
$900,000 annually as others are added.

FD Emergency Response Times

Time
(in minutes)

!

Camps
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Command Logistics Reviews and Surveys
(CLRT and DDESB)
CY 02 |CY 03

AREA
TISA

CY 04

Transportation

Personnel Training
POL (Fuels)

Reports of Survey

Maintenance

Property Book

Ammo Supply Point

] Installation Vehicle Accidents

13
11 ]
9 OoPOV
7 ETACTICAL
5 GOV
3 1
3 |
-1

4th  1st Qtr 2nd 3rd 4th

Qtr FY04 Qtr Qtr Qtr

FYO03 FY04 FY04 FYO04

Fig. 7.5.8 Source: DOL: Trendsof comprehensive
CLRT inspection have shown sustained excellence.
Major changesin staffing and process controls grew
out of the inspection in 1995. All rated areas have been
consistently green since CY 00.

Fig. 7.5.10 Source: SO: An emphasis on workforce
safety has resulted in a steady decline in accident rates.
The majority of collisions are minor vehicle-deer inci-
dents., resulting in awareness training and unique pre-
cautions for drivers of government vehicles.

Trend % of PM & Scheduled Work, per the

Funded AWP, that was executed
100+

904

= % of Goal

GOOD

1

80+
70-

FYO00 FYO1l FY02 FY03 FY04

Electricity Usage

38
36
o =N PaNEZA
RT 307 4 ” \
3 30 P+ — - Actual
2% e —— [ A
2 \
26 \
24 \)i
22
25
FY95 FY9% FY97 FY98 FY99 FYO00 FO1 FY02 FY03 FYO04
Goals
FY 03 -78.81
FY 04 -77.34

Fig. 7.5.9 Source: DPW: Theprocessrelated to de-
veloping annual work plans was examined in depthin
2003 after analysis showed atrend in meeting fore-
casted caused be a handful of key factors. The process
was revised with internal customers participating more
fully in the Project Management Review process,
thereby ensuring the Annual Work Plan reflected all
projected requirements. We were on track to execute to
goal in FY 04 when ordersin June came to halt Annual
Work Plan at 65 percent. Funding Army -wide was re-
stricted.

(right) Fig. 7.5.12 Source: DPW: Weather condi-
tions, customer workload and a host of factors outside
garrison control affect energy consumption rates. We've
steadily upgraded to more efficient equipment and fore-
cast meeting energy reduction goals.

Fig. 7.5..11 Source: DPW: Fort A.P. Hill privatized
its electrical system in 2002, now partnering with
Rappahannock Electric Cooperative, which is upgrading
lines and providing exemplary support for theinstalla-
tion. This chart and the one below are also applicable to
Category 7.3

Energy Reduction

100
%0 88.64 o
80 1 8 IAC]
% 70 78.7 75.02 80.03 8
) 73.44 - Actual
E gg —DA GoaJ
40
30
ol
ELELLELL CLES

Goals:

FY 03-78.81 FY 04-77.34

Fort A.P. Hill, Virginia - Where America’s Military Sharpens 1ts Combat Edge
47




Business Results

Remaining Obsolete Facilities

Trend

801

7.6 Governance and Social Responsibility

707
1 601
507
KSF
1,000 of 307
square
feet 101
oA
FY98 FY99 FYO00 FYOL FY02 FY03 FY04
Fig. 7.5.13  Source: DPW: Fort A.P. Hill has main-

tained a steady pace in programmed demolition of
World War 11 erastructures. These facilities are mainte-
nance intensive and inefficient. A unique initiative has
Fort A.P. Hill firefighters partnering with the MDW En-
gineersto conduct confined space, damaged structure,
search and rescue training. The department also partners
with local fire departmentsin practicing joint response
drillswhen they burn the remnants of these facilities.

Average Travel Card
Delinquency

Percentage
o N B O ©
o
an-
eb-
<
ar-
<
pr-
<
<
<
<

Aug-04

I_ Average Delinguency —2—Goal I

PERFORMANCE RATING:
Green: <5%; Yellow: >5%
and <10%; Red: >10%

GOAL:
Reduce delinquencies to <5%
of outstanding dollar balance.

Fig. 7.6.1  Source: DRM: This chart monitors pay-
ment delinquency for Fort A.P. Hill'stravel charge
card. On average, Fort A. P. Hill met the goal to have
less than 5% of account balances delinquent for FY 02.
The forecast, based on trends and management empha-
sisisto meet this goal for FY 04. There have been zero
delinguencies since March 2004.

Print Media Coverage — Non-DoD
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Also tracked are number of photos and number of
section fronts that carry A.P. Hill articles and/or
images.

Asset Management - Reports of Survey
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Fig. 7.6.2 Source: DOL: Performance of reports of
survey dramatically exceeds Army standards.

Fig. 7.5.14 Source: PAO: Informed public support
iscritical for amilitary training installation to co-exist
with civilian neighbors. This chart shows both quantita-
tive and qualitative analysis of print media coverage of
Fort A.P. Hill in private sector media, the mediaread
by local communities. Coverage trends have been over-
whelmingly positive for eight consecutive years.

Fort A.P. Hill Notices of Violations

145 13

Analysis Fort Bragg

2001 - Missed nitrate sample at a\ well in CY 2000
3 1996 — No VOC sample taken for H istribution System

1992 — Related tMartup of new Wilcox Treatment Facility
2 Lo
_\ la o l

92 93 94 95 96 97 98 99 00 01 02 03 04

Fig. 7.6.3 Source: DPW: Our record of environ-
mental compliance and leadership in instituting active
processes to promote sustainable training lands is sec-
ond to none.
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Business Results

Training Noise Reports (CY)

501
457
407
357
301
251
201
157
101

5

0.‘

1997 1998 1999 2000 2001 2002 2003 2004

90% Training noisereportsreduction from 1997 to 2004

Fig. 7.6.7 through 7.6.13 (next page) Source: PAO
In Oct. 2003, Fort A.P. Hill designed and deployed, via
acontracted research firm, ascientific valid survey (+/-
4%) of citizensin communities surrounding the instal-
lation. Survey parameters were such that only residents
living within 15 miles of the boundary were in the sam-
ple. This represents the distance where potential noise
impacts are greatest. Analysts proclaimed the results
“overwhelmingly positive” for amaneuver and live fire
installation generating almost constant training noise.
The next several charts show results of this survey.

Fig. 7.6.4  Source: DPW: Resultsin noise manage-
ment areas can only be described as phenomenal with a
90% reductionin 7 years. Thisalso relatesto 7.5.

Hazardous M aterials
[tems Count

30000

25000
20000
15000 HM

10000

NN NN NN

1997 1999 2001 2003
30% HM count reduction from 1997 to 2003

2003 Community Survey: Do you think the
...training conducted at Fort A.P. Hill is
important or unimportant to national defense?

Very Important

Somewhat
Important
Neither important
nor unimportant
O Somewhat
Unimportant
Very Unimportant

Don't Know

Measures % of Respondent Answer

Fig. 7.6.7 (above) & 7.6.8 (below) Sour ce: PAO

Fig. 7.6.5 Source: DPW: We've achieved a 30 %
reduction in hazardous materials sinceinstituting a
comprehensive plan designed to limit these materials
and better track their use and disposal.

CY 01 - 04 Criminal Activity
5
4
gg Persons
Drugs
3 Property
l 25] Economic
20 Other
15] O Traffic/DUI
10] Traffic
5]
o *Thru August
CyoOlL CY02 CYO03 Cyo4*

2003 Community Survey: Overall, Do you agree
or disagree that Fort A.P. Hill is a Good
Neighbor to the Surrounding Communities?
Strongly Agree

Moderately Agree

Neither Agree nor
Disagree

0O Moderately
Disagree

Strongly Disagree

Don't Know

Measures % of Respondent Answer

(Left) Fig. 7.6.6  Source: DES: Crimes are primarily
minor property crimes and traffic offenses, to include
minor motor vehicle accidents. The chart reflects actual
totals. Crimes involving persons include atraining acci-
dent and a hunting accident. Growth in the "Other" cate-
gory isdueto an increase in reports of 'suspicious activ-
ity' called in by post employees and reflects increased
awareness. Duein part to the Global War on Terrorism
and the increased Force Protection posture now required
on Army installations, Fort A.P. Hill is doubling the size
of its DA Civilian Police force.
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Business Results

2003 Community Survey: Would you say
personnel from Fort A.P. Hill have a positive
impact, negative impact or no impact on

surrounding communities?
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Measures % of Respondent Answer

2003 Community Survey: Would you say Fort A.P.
Hill does an excellent, good, fair, or poor job
managing noise effects on the surrounding

communities?
76

-
0]
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201

107

Excellent
Good

O Fair

Poor

Don't Know

0+

Measures % of Respondent Answer

Fig. 7.6.9

Source: PAO

Fig. 7.6.12 Sour ce: PAO

2003 Community Survey: ...Would you support
or oppose efforts to reduce encroachment by
development near the borders of Fort A.P. Hill?

Support
O Neither Support
nor Oppose
O Moderately Oppose]
Strongly Oppose

Don't Know

Measures % of Respondent Answer

2003 Community Survey: Overall, would you
describe your contact with Fort A.P. Hill
Personnel as Positive, Negative, or Neutral?

1007 87
Positive
I 60 Negative
Neutral
G Don't Kno

M easures % of Respondent Answer

Fig. 7.6.10

Source: PAO

Fig. 7.6.13 Sour ce: PAO

2003 Community Survey: ...Would you say that
noise from Fort A.P. Hill is a major problem, a

minor problem, or not a problem?

70T
60
50

I 207

30

ANANANAN

207

107
o-

Major Problem
OMinor Problem
= Not a Problem
O Don't Know

Measures % of Respondent Answer

| Fort A.P. Hill Forestry State Entitlements |
1999: $ 66,182.91 40% of net proceeds from
2000: $ 0.00 timber salesat A.P. Hill
2001: $ 0.00 aretransferred to

2002: $171,742.36 Caroline County.

2003: $ 67,903.64 Proceedsvary based upon
Total: $305,828.91 annual timber harvests.

Fig. 7.6.11

Source: PAO

Fig. 7.6.14 Source: DPW: Fort A.P. Hill shares pro-
ceeds from its extensive forestry operation with Caro-
line County in lieu of taxes that ordinarily would be
collected from housing arearesidents. Proportionate to
the number of children in the school system, revenues
to the county are immense. In 2003, the county used
the funds from 2002 to purchase three new school
buses, among other assets.
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Glossary

AAR
AC
ACOE
ACTED
AFH
AFTB
AKO
APIC
ARNG
ASP
AT
ATS
ATSC
AUSA
AV
ATF
BLAM
BRAC
BSA
CA
CAA
CACTF
CAPR
CDSR
Cl
CID
CLRT
CMD
COTS
CPAC
CRD
CSS
CWA
CY
DA
DES
DHR
DOC
DOD
DOIM
DOL

AFTER ACTION REPORT

ACTIVE COMPONENT

ARMY COMMUNITY OF EXCELLENCE

ARMY TRAINING EDUCATION DEVELOPMENT SYSTEM
ARMY FAMILY HOUSING

ARMY FAMILY TEAM BUILDING

ARMY KNOWLEDGE ONLINE

ARMY PERFORMANCE IMPROVEMENT CRITERIA
ARMY NATIONAL GUARD

AMMUNITION SUPPLY POINT

ANNUAL TRAINING

AUTOMATED TARGETRY SYSTEM

ARMY TRAINING SUPPORT CENTER
ASSOCIATION OF THE UNITED STATESARMY
AUDIOVISUAL

BUREAU OF ALCOHOL, TOBACCO AND FIREARMS
BLAST ANALYSISAND MEASUREMENT

BASE REALIGNMENT AND CLOSURE

BOY SCOUTS OF AMERICA

COMMERCIAL ACTIVITIES

CLEAN AIRACT

COMBINED ARMS COLLECTIVE TRAINING FACILITY
CAPABILITY REQUEST

COLLATERAL DUTY SAFETY REPRESENTATIVE
COMMAND INFORMATION

CRIMINAL INVESTIGATION DIVISION
COMMAND LOGISTICS REVIEW TEAM
COMMAND

COMMERCIAL OFF-THE-SHELF

CIVILIAN PERSONNEL ACTIVITY CENTER
COMMUNITY RECREATION DIVISION

COMBAT SERVICE SUPPORT

CLEAN WATER ACT

CALENDAR YEAR

DEPARTMENT OF THE ARMY

DIRECTORATE OF EMERGENCY SERVICES
DIRECTORATE OF HUMAN RESOURCES
DIRECTORATE OF CONTRACTING

DEPARTMENT OF DEFENSE

DIRECTORATE OF INFORMATION MANAGEMENT
DIRECTORATE OF LOGISTICS
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Glossary

DMWR
DPTMS
DPW
DWI
ECAS
EDRE
EEO
ENRD
FAPH
FECA
FORSCOM
FUSA
FY
GIS
GS
GSA
HM
HQ
HR

I & A
AW
IDP
G
IMA
IMAP
IMPAC
IPR
ISR
ITAM
MACOM
MDW
METL
MICLIC
MILES
MOUT
MRES
MSO
MWR
NAF
NER
NGB

DIRECTORATE OF MORALE, WELFARE AND RECREATION
DIRECTORATE OF PLANS, TRAINING, MOBILIZATION, SECURITY
DIRECTORATE OF PUBLIC WORKS

DRIVING WHILE INTOXICATED

ENVIRONMENTAL COMPLIANCE ASSESSMENT
EMERGENCY DEPLOYMENT READINESS EXERCISE
EQUAL EMPLOYMENT OPPORTUNITY
ENVIRONMENTAL AND NATURAL RESOURCES DIVISION
FORT A.P. HILL

FEDERALLY EMPLOYED COMPENSATION ACT

FORCES COMMAND

FIRST U.S. ARMY

FISCAL YEAR

GEOGRAPHIC INFORMATION SYSTEM

GENERAL SCHEDULE

GENERAL SERVICES ADMINISTRATION

HAZARDOUS MATERIAL

HEADQUARTERS

HUMAN RESOURCES

INFORMATION AND ANALY SIS

IN ACCORDANCE WITH

INDIVIDUAL DEVELOPMENT PLAN

INSPECTOR GENERAL

INSTALLATION MANAGEMENT AGENCY
INSTALLATION MANAGEMENT ACTION PLAN
INTERNATIONAL MERCHANTS PURCHASE AUTHORIZATION CARD
IN PROGRESS REVIEW

INSTALLATION STATUS REPORT

INTEGRATED TRAINING AREA MANAGEMENT

MAJOR COMMAND

MILITARY DISTRICT OF WASHINGTON

MISSION ESSENTIAL TASK LIST

MINE CLEARING LINE CHARGE

MULTIPLE INTEGRATED LASER ENGAGEMENT SYSTEM
MILITARY OPERATIONS ON URBANIZED TERRAIN
MEALS READY TO EAT

MILITARY SUPPORT OFFICE (FOR NSJ)

MORALE, WELFARE, RECREATION
NONAPPROPRIATED FUNDS

NORTHEAST REGION OFFICE OF IMA
NATIONAL GUARD BUREAU
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Glossary

NIBD
NSJ
NSWC
OMA
OMAR
OPM
OPTEMPO
OSHA
PALT
PAO
PBAC
PIR
PMAP
PMR
POL
PX
QRB
QS
QTB
RCRA
RFMSS
RMO
ROTC
RTLP
RV
SBCT
SEAL
swoT
TAPES
TCA
TDY
TISA
TOA
UFR
UGR-A
USAF
USAR
USMC
USN
VOC

NET INCOME BEFORE DEPRECIATION

NATIONAL SCOUT JAMBOREE

NAVAL SURFACE WARFARE CENTER
OPERATIONS AND MAINTENANCEARMY
OPERATIONS AND MAINTENANCE, ARMY RESERVE
OFFICE OF PERSONNEL MANAGEMENT
OPERATIONAL TEMPO (FAST PACED)
OCCUPATIONAL SAFETY AND HEALTH ADMINISTRATION
PROCUREMENT ACQUISITION LEAD TIME

PUBLIC AFFAIRS OFFICE

PROGRAM BUDGET ADVISORY COMMITTEE
PRODUCTIVITY IMPROVEMENT REVIEW
PROCUREMENT MANAGEMENT ASSISTANCE PROGRAM
PERFORMANCE MANAGEMENT REVIEW
PETROLEUM, OIL, LUBRICANT

POST EXCHANGE

QUARTERLY REVIEW BOARD

QUALITY STEP INCREASE

QUARTERLY TRAINING BRIEF

RESOURCE CONSERVATION RECOVERY ACT
RANGE FACILITY MANAGEMENT SUPPORT SY STEM
RESOURCE MANAGEMENT OFFICE

RESERVE OFFICER TRAINING CORPS

ARMY RANGES AND TRAINING LAND PROGRAM
RECREATION VEHICLE

STRYKER BRIGADE COMBAT TEAM

SEA, AIR, LAND

STRENGTHS, WEAKNESSES, OPPORTUNITIES, THREATS
TOTAL ARMY PERSONNEL EVALUATION SYSTEM
TACTICAL CONCEALMENT AREAS

TEMPORARY DUTY

TROOP ISSUE SUBSISTENCE ACTIVITY

TIME OFF AWARD

UNFINANCED REQUIREMENT

UNITIZED GROUP RATIONS

UNITED STATES AIR FORCE

UNITED STATES ARMY RESERVE

UNITED STATES MARINE CORPS

UNITED STATESNAVY

VISITING OFFICERS QUARTERS

WG WAGE GRADE
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